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Abstract
Small business owners need effective strategies to increase profitability. One such
strategy is the adoption of information technology (IT). The purpose of this multiple case
study was to explore the strategies used by small business enterprise (SBE) owners to
implement IT solutions for increased profitability within 3 years of opening their
business. The population consisted of 3 small business owners in Orange County
Southern California who were profitable by their third year of business. The conceptual
framework for this study was based upon general systems theory. Data for this study
were collected through semistructured interviews and a review of company documents.
Transcript review and member checking were included for validity and reliability
purposes. Methodological triangulation, achieved through analysis of business plans,
financial documents, and probability trends documents allowed identification of 4
emergent themes: Essential strategies small business owners use to implement IT
solutions for increased profitability, the essential relationship between network
orientation and successful IT implementation, the relationship between IT consultants
and successful implementation, and the relationship between internal IT resources and
successful implementation. The findings from this study could impact social change
because when SBEs are profitable, SBE owners will contribute to the affluence of their
workers, communities, local economies, and society.
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Section 1: Foundation of the Study
Small businesses enterprises (SBEs) are the backbone of the United States
economy (Bessick & Naicker, 2013). Ninety-eight percent of employer and nonemployer
SBEs have fewer than 20 employees, yet they contribute 50% of the United States’
nonfarm real gross domestic product (Small Business Administration, 2012). Between
2003 and 2013, SBEs contributed on average 70% of the net new jobs (Small Business
Administration, 2013). SBEs rely on information technology (IT) to produce and deliver
value to their stakeholders (Ertürk & Vurgun, 2014; Tahir, Mohamad, & Hasan, 2011).
IT is the development, implementation, and repair of computer hardware and software
systems to systematize information by electronic means (Lee, Kelley, Lee, & Lee, 2012).
The disciplines of IT adoption consist of five major parts, and these are (a)
organizational, which consists of management, culture, and knowledge; (b) suppliers
relations; (c) customers relations; (d) external IT resources; and (e) internal IT resources,
which consists of the IT abilities and capabilities of the firm (Ghobakhloo & Tang 2014;
Newby, Thuyuyen, & Teresa, 2014).
Background of the Problem
IT adoption is a significant topic of study in many sectors including SBEs. SBEs
account for over 97% of all businesses, 50% of the GDP, and over half of employment in
the United States (Johnson & Schaltegger, 2015; Kobe, 2012). According to U.S. Census
Bureau data, SBEs accounted for 63% of the jobs formed from 1993 to 2013. During the
recession from 2009 to 2013, small businesses reported 60% of the net new created jobs
(U.S. Small Business Administration, 2013). IT provides an opportunity for SBE owners
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to advance their competence and efficiency and to gain competitive advantage (Abebe &
Angriawan, 2014; Li, Veliyath, & Tan, 2013; Nguyen, Newby, & Macaulay, 2015).
Problem Statement
Between 2010 and 2013, SBEs lost $83 billion that can be traced directly back to
unsuccessful IT implementation and a slow IT adoption rate (Ghobakhloo & Tang 2014;
Newby et al., 2014; Taneja, Pryor, & Hayek, 2016). In 2013, SBEs owners lost $24
billion because of poor management of their internal and external IT resources
(Brunswicker & Vanhaverbeke, 2014). The general business problem is SBE owners
encounter a high IT adoption failure rate within SBEs. The specific business problem is
some SBE owners lack sufficient strategies to implement IT solutions for increased
profitability.
Purpose Statement
The purpose of this qualitative, multiple case study was to explore strategies SBE
owners used to implement IT solutions for increased profitability. The target population
comprised three SBE owners with more than 3 years of experience in two industry
sectors (e.g., retail and manufacturing), located in Orange County, in Southern California.
The participants were selected because they have achieved increased profitability after
implementing IT solutions by year 3 of being in business. The implication for positive
social change inherent in this research lies in the potential to help SBE owners and other
interested persons gain practical insights regarding successful IT adoption processes.
Furthermore, the study’s findings provided insight into IT adoption in SBEs and

3
emphasized the importance of shaping the evolving relationship between business and
society.
Nature of the Study
Qualitative research is a method that uses common themes from detailed
experiences through identifying a person’s actions and intentions (Yin, 2014).
Researchers using the qualitative methodology explore complexities in individual
behaviors from the viewpoint of the participants regarding a contemporary phenomenon
(Marshall & Rossman, 2016). The quantitative method is appropriate when the researcher
seeks to explain the relationship between and among variables (Walsh, 2012). Therefore,
the quantitative method was not appropriate because in this study, I did not examine the
relationship among variables; hence, a qualitative approach was appropriate. In addition
to the qualitative approach, using a multiple case study as opposed to a single case study
facilitated the engagement of a variety of perspectives. I selected the multiple case study
because the intent of the study met the following three criteria expected of the case study:
(a) the focus of this study is to answer the questions of what and how, (b) this was a
contemporary problem, and, (c) as the researcher, I had no control over the participants.
As the intent of this study was to explore strategies SBE owners used to
implement IT solutions for increased profitability, an ethnographic research would not
have supported the doctoral study because such a design would concentrate on a cultural
group from a single data source, not a process within a group of individuals. Other
designs such as phenomenology, content analysis, and narrative design would not have
proven cost effective and would not have met the purpose of the study. Ethnography and
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phenomenological research would not have supported the doctoral study for the reason
that the design concentrates on a cultural group from a single data source, not a process
within a group of individuals (Knoblauch & Schnettler, 2012). Additionally, narrative
design is through the author’s descriptions, and the process might overlook details and
themes from the participants (Fayolle & Gailly, 2015; Hanson et al., 2011). The multiple
case study design incorporates multiple methods to collect data and the capability to
develop common factors among the data (Walsh, 2012). Ethnography research would not
have supported the doctoral study for the reason that the design concentrated on a cultural
group from a single data source observation in the specific cultural environment
(Knoblauch & Schnettler, 2012). The intent of the phenomenological design is to explore
lived experiences of participants about a specific phenomenon (Marshall & Rossman,
2016). A phenomenological design would not have fit the intended purpose of this study.
Narrative design is through the author’s descriptions and the process might overlook
details (Marshall & Rossman, 2016). Narrative design is through the author’s
descriptions and the process might overlook details and themes from the participants
(Hanson et al., 2011). The multiple case study design incorporates multiple methods to
collect data and the capability to develop common factors among the data (Walsh, 2012).
Research Question
The purpose of using a qualitative multiple case study was to explore strategies
that SBE owners use to implement IT solutions for increased profitability. The
overarching research question for this study was the following: What strategies do SBE
owners use to implement IT solutions for increased profitability?
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Interview Questions
Participants in the study asked to address the following questions in an interview
setting:
1. What strategies did you use that were most effective in adopting IT in your SBE?
2. What are the main factors that led directly to successful IT implementation in
your SBE?
3. How did you use different strategies to implement IT solutions to increase
profitability in your SBE?
4. In your experience, what barriers prevent SBE owners from being successful with
IT solution implementation?
5. What other information can you share that was not addressed in the interview
questions to help others to increase profitability after implementing IT solutions?
Conceptual Framework
The focus of this study was on the exploration of strategies that SBE owners
used to implement IT solutions for increased profitability. The conceptual framework
informing this study guided the exploration of strategies that SBE owners use to stay
competitive. I chose the conceptual framework of general systems theory for this study.
Von Bertalanffy introduced general systems theory in 1937; the inspiration behind
systems theory is the idea of a system’s entirety (von Bertalanffy, 1968). Accordingly,
von Bertalanffy’s theory focuses on absolute organizational systems with human beings,
social interaction, and technology working in sync to guarantee the implementation of
organizational goals (von Bertalanffy, 1968). General systems theory grounded the
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conceptual framework of this study. The focus of this study was strategies SBE owners
used to implement IT solutions for increased profitability by implementing best practices
using a general system approach. The structure of the literature review shaped a
hierarchical configuration approach to build an understanding of IT adoption into SBEs
topic through a system theory lens (Knoblauch & Schnettler, 2012; Medvedeva, 2012).
There are five concepts of general systems theory. Hierarchical structures should
exist in all systems, all systems have distinct boundaries, and all systems have internal
relations to the additional parts of the big system. Furthermore, each system is defined as
a whole, and all systems have a feedback loop for self-communications (Stephens, 2013;
von Bertalanffy, 1972). The systemic approach to innovation identifies operational basics
to determine the internal and external dependencies of innovation (Knoblauch &
Schnettler, 2012; Stephens, 2013).
Ghobakhloo and Tang (2014) argued that SBEs owners require adopting new
technology and new strategies to increase profitability. For instance, changes align the
latest technology with the organizational objectives of the corporate structure.
Additionally, adaptability to the new technology requires a basic structure by an opensource technological approach to innovation (Allen & Geller, 2012; Medvedeva, 2012;
Stephens, 2013).
Thus, integration of an open-source management system accounts for the
adaptability of SBEs processes with advanced technology (Ghobakhloo & Tang 2014;
Newby et al., 2014). This organizational support included all systems and subsystems
within SBEs in technical, operational, and business areas (Ghobakhloo & Tang 2014).
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One branch of general systems theory is general systems logical theory, which
emphasizes an input-output model by means of class theory concepts (Stephens, 2013;
von Bertalanffy, 1968). General systems logical theory is complementary to and has
similar aims as the general systems problem solver, an extension of general systems
theory that is suitable for management problem-solving activities (Medvedeva, 2012;
Stephens, 2013; von Bertalanffy, 1968; White & Fortune, 2012).
Definition of Terms
Information technology (IT): IT involves the use of computers and
telecommunication networks for the processing and distribution of data (Sears &
Hoetker, 2014).
Small business enterprise (SBE): A SBE, for the purpose of this study, is a small
business that operates independently with 500 or fewer employees (U.S. Small Business
Administration, 2012).
Assumptions, Limitations, and Delimitations
Assumptions
Qualitative research starts with assumptions, the possible use of a conceptual
framework, a worldview, and the study of researching problems searching into the
meaning of those who attribute to a social problem (Denzin & Lincoln, 2011). This study
has three main assumptions. The first assumption was that Orange County in Southern
California would be a rich ground for recruiting adequately diverse owners of SBEs. The
second assumption was that the participants offered their genuine, truthful, and detailed
point of view to answer interview questions and gave detailed information without biased
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responses. The third assumption was that a qualitative multiple case study was an
appropriate method to explore strategies that SBE owners used to implement IT solutions
for increased profitability.
Limitations
Limitations include potential weaknesses that can affect the study outcome
(Denzin & Lincoln, 2011). Research in any social area is vulnerable to a variety of
limitations (Unluer, 2012). The first limitation was small sample size, and the second
limitation was that the selected industries represented manufacturing and retail that are
geographically specific to Orange County in Southern California. Second, the results
obtained from qualitative case study research designs could not reach statistical or
theoretical generalization (Marshall, Cardon, Poddar, & Fontenot, 2013; Yin, 2014).
However, using a multiple case study research design to achieve analytical transferability
can mitigate this limitation (Denzin & Lincoln, 2011; Johnson & Schaltegger, 2015).
Finally, SBE business owners use various internal, personal, and intrinsic factors to make
business decisions; consequently, verification by multiple sources of evidence may not be
possible (Yin, 2014). I used member checking to ensure the analysis of the participants’
responses was accurate. I reviewed and interpreted the interview transcripts, then wrote
each question followed by a succinct synthesis to ensure member checking. Then I
provided a printed copy of the synthesis to the participant and asked if the synthesis
represented the answer or if there was additional information they would like to add.
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Delimitations
Delimitations are boundaries that researchers impose to focus the scope of a study
(Denzin & Lincoln, 2011). The delimitations of a study include (a) sample size, (b)
geographical location, and (c) business size (Yin, 2014). I focused on meeting with three
SBE owners to gain an understanding about their strategies to adopt IT into their
businesses to gain profitability rather than gathering information from a large population
that may have different perspectives that might have affected other areas or other
valuable information. The research population included IT business owners of SBEs who
had succeeded in business for at least 3 years and had implemented IT solutions. Another
delimitation of the study was that participants from the geographical area of Orange
County, in Southern California.
Significance of the Study
Contribution to Business Practice
IT adoption was a significant topic of study in a number of areas, including
among SBEs. IT can decrease costs, increase production, improve products and services,
and augment a company’s competitive advantage (Campbell, Heriot, Jauregui, &
Mitchell, 2012; Jarrahi & Sawyer, 2015). Some researchers have shown that IT is a
means to improve the business process (Adkins, Samaras, Gilfillan, & McWee, 2013; Lee
et al., 2012). Tang and Murphy (2012) argued that IT provides an opportunity for IT
business owners to improve efficiency and to gain competitive advantages. Business
growth is an extra driver to IT adoption in SBEs, along with quality improvement,
industry prerequisites, and investment. Such significant contributions have caused a
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majority of businesses to adopt IT practices to advance the quality of their services or to
surpass their customer expectations (Anderson, & Ullah, 2014; Newby et al., 2014).
Implications for Social Change
Social change is the capability to cause behavior changes of the people relevant
to the researched phenomenon in a study (Besser, 2012). I suggested that IT adoption
could be helpful if small businesses took a broad vision of what is desirable for success.
There is no explanation for the success or failure of IT adoption rates in SBEs
(Ghobakhloo & Tang, 2014). There are a number of consistent factors that are known as
a market analyst of achievement (e.g., organization, internal IT resources, external IT
resources, consultants, and customer relations [Besser, 2012; Ghobakhloo & Tang, 2014].
Understanding the aspects identified in this study can help SBEs reduce the risks in IT
adoption by using designed strategies for IT adoption (Ghobakhloo & Tang, 2014). IT
adoption has major impacts on the economy and society, and thus there is a contribution
between the new technology and the economic growth (Nguyen et al., 2015). SBE
owners must be very careful when making new decisions. Many choices made today can
prove costly in the future. Consequently, the implementation of new technology can have
positive effects on social change.
A Review of the Professional and Academic Literature
The intent of this qualitative, multiple case study was to explore strategies that
SBE owners used to implement information technology solutions for increased
profitability. In their IT implementation, SBE owners have to connect with five factors
(Ghobakhloo & Tang, 2014; Nguyen et al., 2015): supplier relations, organization,
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internal IT resources, external IT consultants, and customer relations (Newby et al.,
2014).
The literature review includes descriptions of the research topic and the
conceptual framework. The literature published on IT adoption in SBEs and its
implementation in the fast-changing technological environment adds support to the topic.
Literature research for the study included scholarly articles from peer-reviewed journals
and searches in various databases, such as Business Premier, ProQuest Research, Walden
Library, Sage Full Text Collection, Google Scholar, and Emerald Insight. The literature
review contains 160 peer-reviewed resources published within 5 years of the completion
of the study. The total number of references used in the doctoral study are 182, of which
160 (87%) are peer-reviewed and published within 5 years of graduation year.
Literature Review Map
In order to fully explore IT implementation by SBE owners, I conducted a
multilayered approach to the literature review. I analyzed the conceptual lens upon which
the idea of IT adoption in the SBE is the outcome pertaining to increased profitability.
Five factors influencing IT adoption include (a) organization, (b) customer relation, (c)
external IT consultants, (d) consultant relations, and (e) internal IT resources
(Ghobakhloo & Tang 2014; Newby et al., 2014). I clarified the factors influencing
information technology adoption (Figure 1). I attempted to outline specific issues and
address the level of knowledge that SBE owners need to implement in SBEs.
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Figure 1. Factors influencing information technology adoption.
Conceptual Theory
The key theory discussed in this section is systems theory. SBEs owners should
incorporate and use multiple different processes and components to implement IT
solutions for increased profitability (White & Fortune, 2012). General systems theory
includes centralized accountability for tasks, conditions, procedures, and boundaries
(Medvedeva, 2012; von Bertalanffy, 1972; White & Fortune, 2012). In addition,
recognizing and executing an advanced approach with a systematic pattern of thinking
requires some process changes (Luiz & Sbragia, 2011).
General Systems Theory (GST)
GST, as described by von Bertalanffy (1950), focuses on the structure of a system
rather than its functions, further proposing that complex systems share some basic
organizing principles regardless of their purpose. Theorizing that laws and principles
could be applied to different systems via the application of a common framework, von
Bertalanffy (1968) asserted that scientists should be able to exchange their result together
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to gain immense value of these results. Bertalanffy also developed general systems theory
of the organism, now referred to as GST, which incorporated the following basic tenets,
applicable to any entity (von Bertalanffy, 1972).
Von Bertalanffy (1968) argued that the basic characteristic of all living things is
its organization; the usual analysis of sole processes could not present a complete
rationalization of the basic phenomena. A system must function as a whole and not as a
subsystem (von Bertalanffy, 1972). Consequently, his philosophy indicated that a system
should be defined by using a holistic approach. Von Bertalanffy (1968) employed the
example of the human body as a system, suggesting that the heart, brain, or any other
body part does not define a system. On the whole, a system is characterized by having a
defined goal to be attained. According to GST, nothing can be understood in isolation,
but must be seen as part of a system (von Bertalanffy, 1972). GST helps to explore
perceptions of interactive strategies of SBE owners to the whole concept of IT adoption.
IT has significant effects on the productivity of SBEs (Piro et al., 2014). These effects
could indicate how SBE owners use IT to increase profitability.
Regulations. Von Bertalanffy (1950) theorized that system laws manifest
themselves as analogies of laws that are formally identical, although pertaining to
somewhat different phenomena or even as emerging in dissimilar disciplines. Von
Bertalanffy suggested that for a system to operate efficiently, laws must exist, and
methods of feedback should be well-known. According to von Bertalanffy, a system
should be hierarchical, meaning that whole systems are composed of lesser subsystems.
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Von Bertalanffy’s systems theory incorporates the idea that a system is made up of
specialized units, each with specialized functions.
Multifinality. This is the final principle of von Bertalanffy’s general systems
theory. Multifinality describes a system in which some initial cause can produce many
different outcomes depending on the circumstance. However, other options, objectives,
and goals are attainable from similar inputs (von Bertalanffy, 1972).
General Systems Theory Influence on the Modern Publicly Traded Entity
The principles of von Bertalanffy’s GST as discussed above demonstrate how
the systems framework is also deep-seated within organizational theory as organisms
(i.e., organizations) are composite and dynamic goal-oriented processes. Von
Bertalanffy’s systemic vision of organizations is transdisciplinary and integrative
(Laforet, 2016). Work in understanding systems has developed to the point that it
incorporates many concepts within daily language (Medvedeva, 2012). For instance, one
speaks of healthcare systems, information systems, banking systems, or political systems
(Li et al., 2013). As an alternative to concentrating on fundamental building block
substances, systems lean toward emphasizing the principles of organization. The
organization is thus analyzed as a system, which might be identified by four
fundamentals: inputs, revolution processes, outputs, and standpoints. According to
Blackburn, Hart, and Wainwright (2013), the organization receives from the environment
inputs such as the material, financial, human, and information resources. Through the
advancement of technology and management resources, inputs are changed into outputs.
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Outputs consist of product and service (tangible and intangible), employee behaviors, and
the level of knowledge (Chung, 2014; Laforet, 2016).
Viewing the organization as a system allows for several critical concepts,
including open systems, subsystems, synergy, and entropy (Ludovic-Alexandre & Marle,
2012). Most organizations are open systems, meaning that they interact with their
environment. Subsystems play an integral role in many organizations today (Stephens,
2013). In contemporary organizations, for example, there are marketing, finance, human
resources, and information technology subsystems (organizational units; Stephens, 2013).
These subsystems are part of the overall system (organization) but are interdependent. A
change in one subsystem may affect another subsystem and may impact the functioning
of the overall system. Synergy is a crucial concept of the system. This concept suggests
that organizational units (subsystems) thrive more when they work jointly rather than
independently (Ludovic-Alexandre & Marle, 2012). For instance, in a Fortune 500
company, a marketing department might achieve better success working with an
information technology department on an online advertising campaign (Li et al., 2013).
Furthermore, von Bertalanffy’s concept of entropy is important. Entropy is a
standard process that leads to a system’s decline (Kovach & Mariani, 2012; Nag & Gioia,
2012). When organizational leaders fail to supervise feedback from the environment and
make the right adjustments, failure may occur. It is imperative to mention that von
Bertalanffy’s GST’s principle of systems laws (regulations) has become the norm among
organizations today. As a result of organizational misconduct and massive financial
losses, especially during this millennium, government regulations have created new
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subsystems in the organization (Nguyen et al., 2015). As a result of systems laws, the
concepts of synergy and entropy at the present play significant roles in the contemporary
organization (Kovach & Mariani, 2012; Ludovic-Alexandre & Marle, 2012).
Drivers of Information Technology Adoption
IT is a necessary tool in enhancing the competitiveness of a country’s economy
(Abebe & Angriawan, 2014; Perrigot, et al., 2012). Moreover, IT has significant effects
on the productivity of SBEs (Nguyen et al., 2015), and a number of research studies on
the impact of IT adoption in SBEs have focused on factors that control the adoption of IT
(Lanza & Passarelli, 2014; Lonial & Carter, 2015; Nguyen et al., 2015; Perrigot et al.,
2012; Sousa, Lengler, & Martínez-López, 2014). Such factors include innovation, skills,
member of staff attitudes, and IT skills (Nguyen et al., 2015). The choices to adopt IT
into small businesses are controlled by external factors (Lonial & Carter, 2015; Nguyen
et al., 2015).
However, small business owners see IT adoption as either an opportunity or a
threat (Blackburn et al., 2013; Perrigot et al., 2012). Colombo et al. (2012) argued that
using IT is not valuable to SBEs, while Sousa et al. (2014) argued that IT adoption it
might be not suitable for all small business. Lee et al. (2012) have argued that IT
adoption in SBEs often happens without preparation, resulting in failure of IT
implementation.
According to Nguyen et al. (2015), SBEs, mostly new ones, often experience
vagueness and improbability regarding IT adoption. Seghers, Manigart, and Vanacker
(2012) examined the many complexities small business owners experience when
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adopting new technology is deficient in fiscal, technological, and managerial resources to
SBEs. From these sources, five inconsistent factors emerge to influence the success or
collapse of IT adoption: (a) organizational, (b) internal IT resources, (c) consultants
relations, (d) external IT resources, and (e) customer relations (Nguyen et al., 2015).
Hence, in this study, I presented a dual approach: (a) I explored drivers and intentions to
IT adoption in SBEs and (b) I established factors related to the achievements and
accomplishment in the perspective of retail industry and manufacturing) in Orange
County in Southern California (Figure 1).
A review of the extant literature illustrates the empirical research concerning the
determinants of IT adoption in SBEs (Blackburn et al., 2013; Gronum, Verreynne, &
Kastelle, 2012; Roach, Ryman, & Makani, 2016). However, such studies tend to
concentrate more on large business, so the findings of these studies are unlikely to be
used with SBEs because of the organizational and structural differences between small
and large businesses (Findikoglu & Manheim, 2014; Perrigot et al., 2012). Johnson and
Schaltegger (2015) have indicated that the large amount of unsuccessful information
technology implementation results from three main factors. First, management may be
unclear on how and why to adopt IT (Gronum et al., 2012). Second, there may be a
misconception regarding the IT adoption process as managers may not recognize the
importance of IT adoption (Lasagni, 2012) or may have doubts about IT’s opportunities
(Chollet, Géraudel, & Mothe, 2014; Marvel, 2012). Third, SBEs may not have the
qualifications to increase their IT internal and external resources due to the lack of
business and IT strategy (Hasumi & Hirata, 2014).
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Chesley (2014) suggested that IT adoption in SBEs often happens without a
dependable understanding of what constitutes success. Paulino (2014) argued that SBEs,
especially new ones, often have to face problems of ambiguity when it comes to IT
adoption, mainly because of a lack of ﬁnancial, technical, and managerial resources
(Amit & Zott, 2012; Brettel, Chomik, & Flatten, 2014; Jänkälä & Silvola, 2012).
However, whether SBES sees IT as an opportunity or a threat remains ambiguous,
so SBEs business owners cannot assume that adopting IT is always beneﬁcial (Gangwar,
Date, & Raoot, 2014; Ghobakhloo & Tang, 2014; Paulino, 2014). The failure is because
of the disengagement between the vision and actions: Organizations have insufficient
resources and preparation before implementing the new technology, which is caused from
the poor management and unclear strategy about how and why their businesses should
adopt new IT (Ghobakhloo & Tang, 2014; Paulino, 2014). Other evidence from the
literature showed that many research studies on IT adoption by SBEs investigated the
drivers and factors relating to successful IT implementations in small businesses. The
drivers of IT adoption are the root of the process, and this is in the planned IT adoption
model given in Figure 2.
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Figure 2. Drivers relates to successful IT implementation in small business.
Information Technology Adoption
The reasons for IT adoption are to enhance survival, stay competitive, and to
advance innovation abilities in SBEs (Amit & Zott, 2012; Chollet et al., 2014). The
process of IT adoption in SBEs is different (Brown, 2012), and they do not necessarily
operate in the same way or have the same impact (Gangwar et al., 2014). Nguyen et al.
(2015) argued that the move to IT is in response or reaction to an outcome, while others
have suggested that such changes results from the pressure from customers and an
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emphasis on improving efficiency (Roach, Ryman, Makani, 2016). Another argument is
that the change is in response to pressures from internal and external environments
(Brunswicker & Vanhaverbeke, 2014; Ghobakhloo & Tang 2014; Newby et al., 2014;
Prajogo & McDermott, 2014).
According to Brunswicker and Vanhaverbeke (2014), a business analysis of
strengths and weaknesses internally, or opportunities and threats externally, has been a
primary focus for many research studies. These changes are, sometimes, rationalized as
innovative or competitive (Evanschitzky, Caemmerer, & Backhaus, 2015). Lasagni
(2012) found that small businesses go through changes within certain stages of their life
cycle or in response to modification of their external environment. In contrast, Lofsten
(2016) argued that SBEs look for IT adoption in response to changes, both internal and
external. Internal changes include the lifecycle of the business and external changes are
survival or stability in the market. As companies go through different stages in their life
cycle, they become accustomed to situations that suit them (Armstrong, 2013; Lasagni,
2012).
There is no agreement amongst researchers as to how many stages there are
within a business’s lifecycle. SBEs go through different stages and respond to changes
throughout those stages, including the need to adapt to a required improvement
(Costanzo, Vurro, Foster, Servato, & Perrini, 2014). Prajogo & McDermott (2014)
argued with this view and suggested that the businesses go through states instead of
stages in term of growth. These states are related to managerial problems and are thus
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changeable. Such problems include changes that confront SBEs and their absorptive
capacity.
External changes refer to causes such as technology drive and market pull
(Prajogo & McDermott, 2014). Technology drives or pushing describes innovations that
are well-developed, so the market, beneath the pressure of this advanced technology, is
essential to absorb it (Konsti-Laakso, Pihkala, & Kraus, 2012). Market pull indicates a
social need whereby IT is designed to satisfy this need. The market pull adopters are the
innovators (Chung, 2014). Market pull also indicates certain standards established by the
industry. In order for a business to do the accepted thing according to newly established
standards, it needs to implement certain features or changes in its process to address such
changes (Prajogo & McDermott, 2014). In a similar perspective, IT adoption is also
measured through competitiveness and innovativeness (Abebe & Angriawan, 2014).
Innovation typically occurs when SBEs are determined to move forward, with growth
and profitability being the inspiration (Konsti-Laaksoet et al., 2012).
Innovators symbolize alternatives between divergence and convergence external
constraints (Paulin, 2014). Bessick and Naicker (2013) suggested that product and
process innovations of businesses are associated with a broadening market and
internationalization. For many companies, growth occurs via improvements in efficiency
and effectiveness (Engelen, Flatten, Thalmann, & Brettel, 2014). Chesley (2014)
confirmed this view by suggesting that to invest in growth and innovation, one of the
necessary resources is technology. O'Donnell (2014) suggested that innovation is a result
of an interaction between internal knowledge and external knowledge. Verbano, Crema
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and Venturini (2013) suggested that, in SBEs, innovation is considered a management
procedure that influences business performance.
Competitive advantage relates to the competence of an organization in learning
from previous experience (Armstrong, 2013; Liao, Rice, & Lu, 2013). There are some
concerns with ways in which SBEs create and maintain their skills in staying up to date
(Johnson & Schaltegger, 2015; Peña, Jamilena, & Molina, 2015). This may also be the
result of being inﬂuenced by external factors (Nieto, Santamaria, & Fernandez, 2013) or
inﬂuenced by mixture of a variety of factors (Bessick, & Naicker, 2013; Kellermanns,
Walter, Crook, Kemmerer, & Narayanan, 2014). To summarize, SBEs seek IT
enhancement for a purpose: to affirm specific requirements or to respond to critical
improvements, which could happen from pressures from internal and external IT
resources (Fayolle & Gailly, 2015; O'Donnell, 2011).
Factors Influencing Information Technology Adoption
The five factors influencing IT adoption and relating to the successful
execution—organizational, internal IT resources, consultant’s relations, external IT
resources, and customer relations, these factors have a great impact on the
implementation of new technology (Frey, Bayón, & Totzek, 2013). Figure 1 illustrates
the organizational factors directly related to the success of IT implementation. These
factors is parallel with the internal IT resources of the business, which includes the
business’s IT capability, ability, and capacity; therefore, resources require being
sufficient, assisted by employees' information and an optimistic approach from business
owners (Ghobakhloo & Tang 2014; Lee & Kwon, 2014; Newby et al., 2014). The
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distinctive characteristic of management lies not only in the IT business owner’s
characteristics, but also his or her commitment to and support of the new IT adoption and
implementation (Lonial & Carter, 2015). However, in line with Linton and Walsh (2013),
Voss and Brettel (2014), and Cragg, Mills, and Suraweera (2013), the association of
management and employees relate to the success of IT adoption.
Management commitment and connection are part of internal IT resources, and
thus, are related to gaining outstanding operation (Lonial & Carter, 2015). Consequently,
key stakeholders should be aware of the project leading the information technology
adoption into SBEs (Gangwar et al., 2014), what resources are obtainable (Lonial &
Carter, 2015), teamwork and acceptance (Chen, 2012; Frey et al., 2013), and knowledge
sharing and training (Marvel, 2012). Other than internal resources, the utilization of
external resources is extremely extensive in SBEs (Prajogo & McDermott, 2014). Since
most of the time SBEs do not have enough expertise, they look for external experts with
IT skills and knowledge before starting the IT adoption (Frey et al., 2013). External
experts relates to a successful implementation result. Such positive outcomes may result
from consultants being independent of the business, thus offering unbiased
recommendations (Deligianni, Dimitratos, Petrou, & Aharoni, 2015). Consultants often
remain on even after the business has sufficient expertise of its own. Moreover, SBE
owners can obtain support from their external resources as suppliers and business partner,
as they are typically larger and have additional resources; thus, if they be capable of
collaborate more competently, then it will advance their profitability (Ertürk & Vurgun,
2014; Ibrahim, 2012). New IT adopted within SBEs must be incorporated with the
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suppliers’ IT, not only in terms of technology compatibility, as well for the learning
opportunities, which can lead to better competence (Fahed-Sreih & Morin-Delerm,
2012).
Customers are additional aspects that contribute to the IT adoption (Frey et al.,
2013). A successful outcome demonstrates the successful relations between customers
and suppliers results in a superior model’s shape (Gialuisi & Coetzer, 2013). Respondents
see relationships with customers in a different way than relationships with suppliers
(Brockman, Jones, & Becherer, 2012). The distinctive characteristics of excellent
customer relations in the process of IT adoption environment reveal the significant
importance of customer’s devotion in these small businesses (Abii, Ogula, & Rose,
2013). Hence, SBEs must take their customers’ needs into consideration when making
any changes in daily IT communication. Brockman et al. (2012) argued that working
together with clients can enhance the development of products or services; thus, the top
driver for any business to successful IT adoption is their relationship with their
customers. Firms should be proficient in exceeding their customers' expectations by
identifying their customers' needs (Fensel, Toma, García, Stavrakantonakis, & Fensel,
2014). Therefore, involving the customers of the IT adoption process might lead to a
successful implementation result (Abii et al., 2013).
Some of the reasons are important for IT business owners to understand the
importance of IT adoption are the (a) goals, (b) plans, and (c) objectives have to be clear.
SBE owners should assess the factors that are affecting the adoption surroundings, which
can, in sequence, relate to successful implementation (Armstrong, 2013; Brockman et al.,
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2012; Fensel et al., 2014). These factors are (a) organizational, which includes managing
their knowledge and contribution; (b) the internal IT resources, which are the business’s
information technology skills and capabilities; (c) the external resources, who put in their
expertise to raise profitability; (d) the suppliers, who can offer support for better
efficiency; and (e) the customers relations, who are the influential force of the business
success. Therefore, SBEs should engage and implement successfully with each of these
factors (see Figure 1).
Organizational Factors
Previous studies have recognized numerous organizational factors that control and
affect the information technology adoption process on these factors, including the size of
the business; the knowledge, competence of employees; and the organizational culture
and structure (Brettel et al., 2014; Engelen et al., 2014; Gangwar et al., 2014). Therefore,
in a supple culture, the adoption of IT is possible to succeed (Lonial & Carter, 2015).
Organizational cultures in SBEs are influenced by the SBEs owner’s attitude, character,
values, and principles (Engelen et al., 2014). Within SBEs, small business owners make
the critical decisions (Brettel et al., 2014), and these decisions are consequential of their
existing information, communication skills, and knowledge (Chesley, 2014). The SBEs
owner’s decisions influence the IT adoption, as well as their dedication to the adoption
process (Gangwar et al., 2014).
Moreover, employees' information and form of participation relate to the success
of the IT adoption (Chesley, 2014). In addition, employees must recognize the valuable
reasons behind the information technology implementation, their responsibility within the
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acceptance of new technology, and their contributions to it (Gangwar et al., 2014; Tang
& Murphy, 2012). Therefore, communication between supervision and employees
concerning about change is necessary. Failure to communicate the importance of IT
adoption can be reason of uncertainty among employees as regards the influence of the
change, resulting in panic about job security, an unconstructive impact towards the
change, and a decrease the level of support (Seghers, Manigart, &Vanacker, 2012).
Management must guarantee that there is an awareness and information sharing among
everyone in the business, as the IT adoption development needs the spirit of teamwork
and approval across all functions within a business (Hauschildt, 2012). Hence,
technological learning can promote entrepreneurial development and growth (Yang,
2012).
Culture. Corporate culture exists within SBEs and can be an organization’s core
competency (Brettel et al., 2014). It is the method by which people do and share things
by following definite meanings, values and beliefs within SBEs (Abii et al., 2013). A
study by Brunswick and Vanhaverbeke (2014) recommended that culture is an internal
factor, which includes the characteristics of human resources and the degree of openness
to change.
According to Adkins et al. (2013), SBE owners are resistant to change, a
resistance determined by their culture causes them to have doubts about innovation. If a
culture is open to accepting new, activities and embrace learning, it will be ready for the
change; at the same time, a traditional culture is not likely to accept change (Engelen et
al., 2014; Lofsten, 2016). Changing or shaping the culture is a process that requires
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strategic planning (Brettel et al., 2014). Brettel et al. (2014) observed that, within SBEs,
especially in a family business, culture is determined by the founders’ or SBE business
owners’ values and belief systems. Accordingly, culture exposes the way people do and
beliefs within a business (Verreynne, Meyer, & Liesch, 2014).
Top management. In small business enterprises, management makes all the
decisions from daily operations to future investments (Voss & Brettel, 2014), so their
roles directly influence the IT adoption process (Harper, 2012; O'Donnell, 2014). In
SBEs, the important role of IT business owners is vital to SBEs as their choices
influences all actions of the business, both present and future (Basford, Offermann, &
Wirtz, 2012; Findikoglu & Manheim, 2014). A better understanding of IT adoption
within SBEs may be critical for successful implementation (Aykol & Leonidou, 2014;
Paulino, 2014). Management’s innovation is no less important as it represents creativity
and motivation for growth (Gangwar et al., 2014; Harper, 2012). Johnson and
Schaltegger (2015) suggested that SBEs who are innovative and have a constructive
approach to IT simultaneously with a capable IT skill possibly to be fortunate and
acknowledged in adopting new information technology. Johnson and Schaltegger argued
that managers identify opportunities through knowledge and experience acquired through
a social relationship network, not by individual psychological traits.
Purkayastha and Sharma (2016) observed that resources like human capital play a
significant role in SBEs’ knowledge environment, functioning as part of the cognitive
social capital. In SBEs human capital is the foundation of growth portability and survival.
Currently, the characteristics and behavior of top management influence the daily
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activities as well as the future of the business (Besser, 2012; Phipps, 2012). The more
positive perception they have toward IT, the higher the chance that they will adopt and
implement new IT (Carsrud & Cucculelli, 2014). Their understanding of IT and
innovation skills contribute significantly to the chances of IT adoption (Evanschitzky,
Caemmerer, & Backhaus, 2015). Their management administrative abilities and
knowledge also contribute to the adoption process (Carsrud & Cucculelli, 2014; Harper,
2012).
Employees. It is obvious that, among most SBEs, SBE owners are not the only
group who contribute to the accomplishment of the business. Employees also contribute,
and they have a primary impact on the rise or fall of the business (Bishara &
Westermann-Behaylo, 2012; Schlosser, 2015). From this perspective, employees are
resources, and SBEs’ success depends on them (Darcy, McCarthy, Hill, & Grady, 2012;
Shuck & Herd, 2012). Schlosser (2015) suggested that keeping employees informed or
conscious of new IT tools and techniques allows them to exploit the resources that can
assist in being more productive. Other studies have shown that having employees as part
of the project or involving them has several advantages (Chesley, 2014).
Colombo, De Massis, Piva, Rossi-Lamastra, and Wright (2014) provided
evidence that employees’ involvement in new projects or changes of practices produces a
higher success rate. To the employees, on a personal level, it makes them feel that they
are part of the team and that they are important and responsible for the success of the
project. Prajogo and McDermott (2014) argued that employee knowledge is an SBE’s
human capital, and employees' involvement in the adoption process yields higher success
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rates. Clear communication with employees of the SBEs’ current situation as well as their
status in the firm before, during, and after the implementation of change are also
necessary to ensure that they all work cooperatively, sharing common goals and
resources to achieve them (Colombo et al., 2014; Darcy, McCarthy, Hill, & Grady, 2012;
Shuck & Herd, 2012). Management should make sure that employees are fully aware of
and understand the impact of changes.
However, if a company starts to change to a new computer system, employees
may have doubts about job security (Bengtsson & Hand, 2013). Some employees may
not consider that the new system will enhance the way the business functions (Mowbray,
Wilkinson, & Tse, 2014). Because of the possibility of negative attitudes, Campbell,
Ganco, Franco, and Agarwal (2012) suggested that it could be more effective to hire new
staff rather than train existing staff, yet the cost of hiring new staff is sometimes higher
than providing training to the current ones (Bryant & Allen, 2013). Training must be
provided to existing employees if there is a substantial change in the IT. Currently, many
management books and policies suggest how to achieve effective communication,
provide training to employees on the new systems, and help management to deliver or
transfer knowledge successfully to others (Armstrong, 2013; Shuck, Twyford, Reio, &
Shuck, 2014).
While employees are part of the progress, they can provide input for activities that
they are dealing with daily and with which SBE owners are not involved (Brown, Kulik,
Cregan, & Metz, 2015; Bryant & Allen, 2013; Edwards, 2015). Even though, in SBEs,
employees do not have the same perspective toward the businesses as owners, their
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information is still the company’s capital (Lanza & Passarelli, 2014). The employees give
a business the absorptive capacity through which it can advance and adapt to changes.
Absorptive capacity refers to the capability that SBEs have to move forward and
adapt to change through the circle of absorbing knowledge, transforming knowledge,
creating new information, and generating competitive advantage (Abebe & Angriawan,
2014; Bryant & Allen, 2013). The construction of this capability includes the everyday
routines and processes that the SBE uses to acquire process and develop SBEs’
knowledge. Lasagni (2012) suggested that there is a connection between absorptive
capacity and organizational responsiveness in terms of growth in SBEs. The directly
related factors are the acquisition of external knowledge and the transforming and
disseminating of internal knowledge (Lasagni, 2012).
Bengtsson and Hand (2013) suggested that technological learning and IT
promote entrepreneurial development and growth. People from different groups, coming
from different backgrounds, interpret, and do things in different ways (Lanza &
Passarelli, 2014). This diversity, united with external knowledge and information, leads
to the creation of new knowledge and therefore to competitive advantage (Abebe &
Angriawan, 2014). The IT adoption requires business owners’ support, clear
communication with employees, and employees’ acceptance of the changes (Colombo,
De Massis, Piva, Rossi-Lamastra, &Wright, 2014). Management must make sure that
there is well-organized knowledge distributed among individuals within SBE (Prajogo &
McDermott, 2014).
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Networking
The core characteristic of SBEs is their networks’ relationship (O'Donnell, 2014).
These networks emerge through many connections, which take place among supplier and
customers. They might be business or personal networks, and they are not controlled by
organizational restrictions (Pollack, Coy, Green, & Davis, 2013; Su, et al., 2015).
Positive customer relationships can smooth the progress of the improvement of products
or services (Jarrahi & Sawyer, 2015; Johansen & LeRoux, 2013; O'Toole, 2014).
Engaging with these external networks can be very beneficial and can bring learning
opportunities, knowledge creation, and competitive advantages (Bumgardner,
Buehlmann, Schuler, & Crissey, 2011; Ebbers, 2014; Konrad, 2013). Because SBEs often
lack IT resources and talents (O'Donnell, 2014), when it comes to IT adoption, they can
obtain an advantage from network membership (Lanza & Passarelli, 2014), as
networking can provide SBEs with necessary resources (Jarrahi & Sawyer, 2015).
Network relationship. Semrau and Werner (2014) suggested that involvement in
small business is necessary, and there are different strategies and meanings for each type
of relationship that SBEs have developed. The SBE owners of small businesses interact
with their stakeholders. There are five types of relationship: network, contract, personal
service, personalized, and strategic development (Maes & Sels, 2014; O'Toole, 2014).
These relationship strategies represent how people behave, interact, and deal with each
type of stakeholder based on the necessity and beneﬁt of their daily activities. Piro et al.
(2014) suggested that the principal beneﬁt of networking include sharing of risk, gaining
access to new markets and technology, faster delivery of products to the market,
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gathering complementary skills, and safeguarding property rights when contingent
contracts are not possible.
The networks are a means for attaining access to external knowledge
(Brunswicker & Vanhaverbeke, 2014). Maes and Sels (2014) explained that the
networking or external environmental factor in small business to include vendors,
partners, competitors and IT. For IT, the emphasis of the external environmental
perspective is concentrated under the competitive pressure of the market where a certain
IT has shown positive results for numerous other competitors (Pollack et al., 2013).
Knowledge and learning. Brunswicker and Vanhaverbeke (2014) suggested
SBEs’ competitiveness is strongly inﬂuenced by internal collaboration. Collaboration
among SBEs and customers is common and this can be a route to survival and gain in
knowledge sharing (Tang & Murphy, 2012). Seghers et al. (2012) argued that many SBEs
fail to recognize the managerial complexity of collaboration between SBEs and their
external environment, so they are unable to keep up with the requirement. SBEs also
depend on other external resources and knowledge (Maes & Sels, 2014). As absorptive
capacity is part of the external relationship network (Carter, Rogers, & Choi, 2015), it
provides an opportunity to exchange information that can create new knowledge
(Connelly, Ketchen, & Hult, 2013). Valentim et al. (2015) demonstrated that SBEs with
high relational competence often become innovative and competitive. Following this
point, Maes and Sels (2014) argued that skills relating to learning from beginning to end,
a network environment, and ability to work with external resources are essential. Real et
al. (2014) suggested that, by appropriately learning, managing and developing the
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network of relationships, the SBE owner can create a competitive advantage for the
businesses and differentiate the business from its competitors (Abebe & Angriawan,
2014; Carsrud & Cucculelli, 2014).
Small business enterprises are different from large business in that, within those
SBEs, personal success is socially rather than psychologically constituted (Carsrud &
Cucculelli, 2014; Fayolle & Gailly, 2015). Hence, SBEs can become more innovative and
entrepreneurial by developing links with external sources of knowledge (Prajogo &
McDermott, 2014). SBEs rely on a relationship network or personal networks (Valentim
et al., 2015). SBEs have access to information, knowledge, and learning opportunities for
themselves as well as for their employees. It is also a means for the IT business owner to
strengthen his or her business by providing access to certain resources that are not
obtainable to others (Prajogo & McDermott, 2014). It is crucial that SBEs establish and
maintain the connection to this network because it is the source for information,
knowledge, and opportunities (Fayolle & Gailly, 2015; Valentim et al., 2015).
External IT Consultants
Some SBE owners delegate responsibility to consultants to advance the
effectiveness of IT adoption and increasingly competitive advantages (Prajogo &
McDermott, 2014). SBEs rely on professional consultants when starting IT adoption
(Real, Roldán, & Leal, 2014). It has been suggested that recommendation from experts
like consultants can be supportive for SBE owners, particularly when they do not have
sufficient experience or perception of IT themselves (Tang & Murphy, 2012). Research
by Buyl, Boone, and Hendriks (2014) revealed that consultants play a key role in the
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information technology implementation processes. Jarrahi and Sawyer (2015)
acknowledged that consulting companies have acquired knowledge and information from
supporting their customers, and consequently can present this knowledge and information
to other business that seeks their support. IT expertise offers benefits for SBEs when it
starts IT adoption; nevertheless, not all SBEs exploit these external resources, it requires
financial abilities and many SBEs are not in a good financial situation to carry on new
technology (Sawang, Parker, & Hine, 2014). It is important for SBEs to consider the
assistance of external consultants if they do not have adequate IT skills to implement and
apply the new technologies (Armstrong, 2013; Prajogo & McDermott, 2014); their
professional skills are important because, as indicated by different studies, there is a lack
of IT expertise within most SBEs (Adams, Khoja, & Kauffman, 2012; Jarrahi &Sawyer,
2015; Tang &Murphy, 2012).
Experience. Adams et al. (2012) argued that experts from both software vendors
and IT consultants, claim that by working with other SBE within the same market they
have acquired the knowledge of these businesses and would be able to provide efficient
recommendations about certain IT applications (Roach et al., 2016). One component in
the recursive learning model by Hardwick, Cruickshank, and Anderson, (2012) pointed
out the significance of external advice and resources. Vendors and IT consultants, whose
position is to shape their services to support business development, are the bridges that
connect the business users and the suppliers at the same time as supporting the learning
process of the business.
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Adams et al. (2012) recommended that most consulting SBEs have vast
knowledge acquired and absorbed from assisting their clients. For SBEs, seeking external
expertise is a solution to the problem of adopting IT (Latif, Jan, & Shaheen, 2013).
External IT expertise plays a significant role in the information technology
implementation process (Roach et al., 2016). In small businesses, support from top
management, even though it is essential, is not as important as effective external support
from IT consultants (Latif et al., 2013). Given the lack of expertise in a small business
environment, the provision of high-quality external expertise should be considered in the
planning process for IT adoption. Shin (2006) argued that businesses beneﬁt from having
no in-house experts. The reason for this benefit is that it gives the small business the
flexibilities to utilize external consultants. Not all SBEs are successful using external
consultants (Roach et al., 2016), nor is every software package suitable for a specific
company (Shin, 2006). Shideler and Badasyan (2012) argued that one cannot assume that
IT is practical for every small business because the functions within a small business vary
one from another (Di Marco, Alin, & Taylor, 2012). In accumulation, there is a great
dissimilarity among sales representatives and technical support even in the similar IT
(Bull, 2003; Shideler & Badasyan, 2012). For these reasons, before deciding upon any
software package, SBEs should make a judgment to the best of their knowledge (Shideler
& Badasyan, 2012).
Negotiating a performance related contract is also essential as problems might
arise after implementation (Di Marco et al., 2012; Huggins & Weir, 2012). Usually, lack
of IT expertise and skills affect on their implementation (Basford et al., 2012), it is highly
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desirable when SBEs adopt a new technology to seek help from consultants with
expertise and solid backgrounds in implementing new technology (Jarrahi & Sawyer,
2015; Wallgren & Hanse, 2011). Quality information from professional consultants is
useful for SBE owners, as many of them do not have adequate experience in IT (Shideler
& Badasyan, 2012). IT business owners should take into consideration that not all
suggestions in shape with the needs of an individual business (Basford et al., 2012).
Consequently, a clear purpose in pursuing new IT is necessary. Lack of such preparation
can obstruct the success of the development (Hauschildt, 2012).
Internal IT Resources
Information technology resources focus on IT abilities, capabilities, and capacities
of SBEs. IT abilities refer to the skills and knowledge, capabilities refer to the resources
and strategies, and capacities refer to the ability of companies to adequately represent the
information the company holds (Bianchi, Frattini, Lejarraga, & Di Minin, 2014; Laforet,
2016). According to Kibbeling, van der Bij, and van Weele (2013), managerial,
organizational competencies; IT skills; and the distribution of resources contained by
businesses are the input elements for accepting IT adoption in the small enterprise sector
(Bianchi et al., 2014).
SBE owners must recognize the needs of their customers and suppliers (Kibbeling
et al., 2013; Miles, 2013). Menguc, Auh, and Yannopoulos (2014) argued that the IT
innovation competence of a small business could not be considered only by dimension, as
it comprises technological, production, procedural, informational, experiential, and
organizational infrastructures. It engages an articulation of internal knowledge and
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includes a varied range of resources (Kibbeling et al., 2013). Therefore, the IT abilities,
capabilities, and capacities of SBEs engage in the IT adoption procedure (Valentim et al.,
2015).
IT helps firms to rationalize their business processes by changing the way people
behave and work (Valentim et al., 2015). In addition, IT enhances the way people capture
and distribute information (Kibbeling et al., 2013), lowers production and labor costs,
adds value to products and services, and increases the company’s competitive advantage
(Bianchi et al., 2014). This perspective focuses on IT ability, capability, and capacity of
SBEs as well (Valentim et al., 2015).
It is imperative that management should consider the appropriate application for
SBEs when deciding whether or not to adopt new IT (Barrales-Molina, Martínez-López,
& Gázquez-Abad, 2014; Ghobakhloo & Tang, 2014). These considerations include the
size of the business, their employees’ knowledge of IT, and the amount of information
that the organization has (Bishara & Westermann-Behaylo, 2012; Brunswicker &
Vanhaverbeke, 2014). Other areas to look into are cost, risk, and competitive advantage.
Jarrahi and Sawyer (2015) defined guidelines for IT adoption via these areas. Their
strategies included expanding existing IT and purchasing off-the-shelf applications,
industry-standard software, or market leading IT. Information technology abilities and
capabilities of the small business make up a significant task in the IT adoption process as
well, as they must carefully examine the impact on the business as a whole (Lonial &
Carter, 2015).
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Abilities, capabilities, and capacities. The capability of a SBE includes
employees’ collaboration among themselves, among departments and with their suppliers
and customers (Su, Ahlstrom, Li, & Cheng, 2013). SBE owners are not supposed to
understand and appreciate business needs only, but also they must be able to meet or
exceed customer’s expectations (Ertürk & Vurgun, 2014; Miles, 2013). As mentioned
earlier, IT is a resource that can help SBEs to improve their business practices, so the IT
pursued should be defined before any decisions on IT adoption are made. According to
Valentim et al. (2015), many businesses implement new and robust information systems
because everyone else in the market does so. However, frequently, because there was no
clear definition of the purposes of IT adoption, many projects do not succeed due to this
management fad. There must be a clear deﬁnition for IT adoption before proceeding with
the project (Ghobakhloo & Tang, 2014). It is necessary that business leaders have the
skills and strategies to handle new IT and that management recognizes the need for new
IT to avoid failure (Kabongo & McCaskey, 2011; Sears & Hoetker, 2014).
IT capabilities deal with an SBE’s capability to implement and deploy IT (Valentim et
al., 2015). Klein, Mahoney, McGahan, and Pitelis (2013) argued that the IT innovation
ability of a small business cannot be measured by a solitary dimension, for it is an
extraordinary asset comprising technology infrastructure, procedure, information, data,
experiences and organization skills. Karatas-Ozkan, Anderson, Fayolle, Howells, and
Condor (2014) suggested that business capability consists of different components such
as organizational competencies, organizational process, technical skills, managerial, and
the allocation of different resources within SBEs. These components contribute to the
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accomplishment of IT adoption in manufacturing SBEs (Ezell, 2012; Löfsten, 2016). IT
capacity refers to a business’s ability to attract and handle information and has a direct
influence on the adoption decision (Chung, 2014; Sicotte, Drouin, & Delerue, 2014).
However, IT improvement is not for the present stage of the business other than it
has to be proper for future short-term business growth (Lee & Kwon, 2014). Accordingly,
picking correct software packages to fit the business prerequisite is no less critical than
the other factors. Sisaye (2012) suggested SBE must evaluate IT systems using dissimilar
techniques prior to implementation. It is as if SBEs lack of financial support in
accumulation to lack of IT knowledge. SBE owners do not have the skill to invest in
large IT infrastructure or enterprise application packages (Jarrahi & Sawyer, 2015). As an
alternative, SBE owners tend to seek off-the-shelf products that they can afford (Lee &
Kwon, 2014). Lee and Kwon (2014) argued that SBEs capacity is insufficient, and
allocation of resources can exploit its ability to absorb process and transform IT. KaratasOzkan et al. (2014) anticipated that SBEs need a new set of objectives if they decide to
change or adopt new IT. Lee et al. (2012) suggested that changes in the process must
happen eventually instead of instantly.
Barriers to IT Adoption
Directly affecting the way SBE owners manage their businesses is their
educational and familial background (Johnson & Schaltegger, 2015; Klapper & Parker,
2011). Many of these business owners do not have strong technical skills (Parida,
Westerberg, & Frishammar, 2012; Renko, Tarabishy, Carsrud, & Brännback, 2015).
Their innovativeness influences the business performance (Piro, Grieco, Boggia, &
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Chatzimisios, 2014) and the culture of the SBEs (Latif et al., 2013). SBE owners see their
businesses as reflections of themselves or as personal accomplishment. A number of
owners hold that their authority permits them to do whatever they desire because of their
ownership of the businesses (Laforet, 2016). Some of these SBE owners recognize they
will misuse their power, control, and influence when it comes to IT adoption (Piro et al.,
2014). In businesses in which there are two or more SBE owners, there is frequently a
conflict over who should play the central role (O'Donnell, 2011).
Many SBE owners use their personal possessions as guaranteed, so they do not
act unconditionally on IT investments like bigger corporations (Newby et al., 2014). As
suggested by Parida et al. (2012), implementing a new computer system of any type
requires long-term investment. Financial commitments as the initial cost of software and
hardware, the cost of personnel training and development, are crucial and must plan
consequently (Voss & Brettel, 2014; Wallgren & Hanse, 2011). For these reasons, SBE
owners often become micro-managers wanting to control every small detail of the daily
operations. Moreover, they suppose to consider that new IT adoption will bring reward to
their business (Johnson & Schaltegger, 2015). Many studies confirmed that
management’s perception of IT is that such tools can provide them with some advantage
in their business environment (Parida et al., 2012).
Another factor that prevents the adoption of IT in SBEs is the cost of the project
(Sears & Hoetker, 2014). Costs seem to be the problem for the majority of SBEs (Voss &
Brettel, 2014), although others argue that both time and costs are fundamental issues
(Sears & Hoetker, 2014). Therefore, SBEs that invest using internal finance are often
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more successful than SBEs that acquire finance externally. The cost is still a fundamental
issue when it comes to IT adoption and success (Voss & Brettel, 2014). SBE owners
frequently have to have some suggestion or guarantee of a return on their investment
(Piro et al., 2014). SBEs, when working with larger enterprises, are often incapable of
keeping up with the IT efficiency of their larger partners, although there is an
identification that knowledge benefits in supply chain management, Depends on the
ability of the SBE owners to keep up with the rapid changes in the chain (Piro et al.,
2014).
One more blockade is that IT adoption requires long-term planning and
investment. For some companies, acquiring new IT is planned as providing a competitive
advantage or an investment for growth in the future. However, for many others, acquiring
IT is not planned (Parida et al., 2012), as SBE owners do not have enough time to focus
on the long-term planning process (Newby et al., 2014). Chung (2014) suggested that
most SBE owners are not safe in long-term or strategic planning, but they often benefit
from adequate flexibility to develop innovation in short-term investment (Parida et al.,
2012).
The choice to adopt new technology is also controlled by external factors such as
professional consultants, and customers (Lonial & Carter, 2015). The literature review
extends these discussions and suggests that there is no aspect for the failure rate of
information technology adoption in SBEs. There are five interconnected factors that
influence IT adoption: organization, supplier relations, internal IT resources, external IT
resources, and customer relations. Thus, the literature review presents a twofold
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approach: (a) searching of reasons for IT adoption in SBEs and (b) determining factors
linking directly to an accomplishment in the particular two industries retail industry and
manufacturing in Los Angeles and Orange Counties in Southern California. Von
Bertalanffy explained through general systems theory how IT adoption is a
subcomponent of a whole system that interacts to maintain competitive advantage and
profitability.
Transition and Summary
Section 1 contains an introduction to the study and a problem statement, noting
how some small business owners lack sufficient strategies to implement IT solutions for
increased profitability. Research shows a lack of knowledge regarding profitability
strategies that SBE owners can use to implement information technology solutions for
increased profitability. For positive social change the study could provide SBE owners
with a better understanding of the IT resources that they need to stay competitive and
enhance profitability. The knowledge could facilitate SBE owners to enhance the
profitability potential in their businesses. SBEs owners will benefit from this study by
learning new strategies to use to implement IT solutions for increased profitability and
contribute to the success of their employees, and dynamism of the community.
SBEs adopt IT for many reasons. The majority of the changes result from forces
from both internal and external IT sources. There are also factors that influence the
process either directly or indirectly. Derived from these different views the paper
proposes a composed conceptual framework of those views that are related to the
adoption of IT in SBEs. I focus on IT adoption in SBEs. As demonstrated, there is a large
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body of literature covering concepts, theory, and frameworks developed in this subject;
where the impetus for adopting IT is often the choice of being innovative or staying
competitive in the market.
Section 2 contains (a) the restatement of the purpose, (b) the role of the
researcher, (c) research participants, (d) research method and design, (e) population and
sampling, (f) ethical research, (g) data collection instruments, (h) data collection
techniques, (i) data organization techniques, and (j) reliability and validity of the study.
Section 3 presented the finding of the study.
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Section 2: The Project
The purpose of this qualitative multiple case study was to explore strategies that
small business owners used to implement IT solutions for increased profitability. Using
semistructured interviews, I collected data from SBE owners who have succeeded in
adopting IT solutions and increasing profitability within the first 3 years of being in
business.
Purpose Statement
The purpose of this qualitative, multiple case study was to explore strategies SBE
owners used to implement IT solutions for increased profitability. The target population
comprised three SBE owners with more than 3 years of experience in two industry
sectors (e.g., retail and manufacturing), located in Orange County, in Southern California.
The participants were selected because they have achieved increased profitability after
implementing IT solutions by year 3 of being in business. The implication for positive
social change inherent in this research lies in the potential to help SBE owners and other
interested persons gain practical insights regarding successful IT adoption processes.
Furthermore, the study’s findings provided insight into IT adoption in SBEs and
emphasized the importance of shaping the evolving relationship between business and
society.
Role of the Researcher
The primary role of the researcher in a qualitative, multiple case study entails data
collection, data organization, and analysis of the results (Draper & Swift, 2011;
Grossoehme, 2014). I interacted with participants through semistructured face-to-face
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interviews. The quality of the data depends on the researcher’s ability to reduce bias and
validate the correct interpretation of the phenomenon (Marshall & Rossman, 2016; Yin,
2014).
To preserve all ethical standards, I adhered to the protocols of the Belmont Report
(1979) throughout the study. I pursued the fundamental tenets of research linked to
human subjects in my study. Personal reflection and self-awareness are also very
important considerations in qualitative research (Grossoehme, 2014). The quality of the
data depends on the researcher’s skill to reduce bias and properly interpret the data
(Bernard, 2013; Cronin, 2014; Leech & Onwuegbuzie, 2011; Rubin & Rubin, 2011). I
made every effort to ensure that the interpretations of the data accurately represented the
participants’ experiences and observations through member checking, or the process of
confirming the meaning extracted from the participants by having them review the
analysis of their responses and scheduled another time to do follow-up interviews.
Qualitative researchers aim to decrease inaccuracy and researcher bias (Leedy & Ormrod,
2013). I summarized themes that emerged, reviewed data with participants, and asked the
participants follow-up questions for clarification.
I selected companies that were SBEs in the retail and manufacturing sectors in
Southern California that have engaged in the IT adoption process. I have personal
familiarity with SBEs in Southern California. Because of previous experience that I had
managing IT projects in SBEs, I have gained firsthand knowledge of what causes some
businesses to cease operations. After the completion of data collection and member
checking, I used NVivo software to identify themes and addressed the purpose of the
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study. Qualitative researchers use interview protocols as a tool to achieve cohesion and
add to the reliability (Marshall & Rossman, 2016). I followed the same interview
protocol with each participant to ensure I did not neglect any requirements (see Appendix
B).
Participants
The individual participants were owners of SBEs in the retail and manufacturing
sectors who had successfully implemented IT solutions in their business. The criteria
used to select the participants included (a) successful IT business owners with more than
3 years history, (b) focused on retail and manufacturing, and (c) located in Orange
County in Southern California. The participants were selected based on their achievement
of increased profitability after implementing IT solutions. Potential participants were
identified from a public list presented by the SBA Orange County district and Orange
County California Small Business Development Center Network. I e-mailed letters of
invitation, detailing the objectives for the study and incorporating the consent form to the
selected businesses (see Appendix A).
I followed ethical procedures and avoided human rights violations. I obtained
approval from the Walden Institutional Review Board (IRB); the approval number for
this study is 03-18-16-0237287. I chose the first three participants who replied to my email. Next, I made phone calls to the three participants to plan interview times and dates
that fit well for them and to advise them that their participation in the study was
voluntary, and they were free to withdraw from the study any time. To establish the
interview protocol, a good relationship should be established between the participants and
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the researcher. Improved response quality might result if the participants feel relaxed via
the creation of a shared relationship with the proper amount of professional distance (Yin,
2014). One winning strategy for building a successful relationship with study participants
was through trustworthiness. Researchers should build trust with the participants by being
honest about the intended purpose and result of the study (Rubin & Rubin, 2012). The
use of the consent form and ensuring their confidentiality and anonymity reinforced our
effective relationship.
Research Method and Design
The qualitative multiple case study enables a researcher to develop an
appropriate answer to a research question and to explore the problem and purpose of a
study. The selection of research design comes after the selection of the research method,
to coordinate with the research problem statement and research questions (Phillips,
2012). A multiple case study design helps the researcher to explore the effects and the
meaning of events (Eaton, 2014; Yin, 2014). A qualitative methodology was appropriate
for this study in exploring strategies SBE owners used to achieve profitability by the end
of the first 3 years of opening their business in Southern, California.
Research Method
Exploring social problems that are not easy to measure numerically requires the
use of qualitative research methods (Anyan, 2013; Denzin & Lincoln, 2011; Phillips,
2012). Denzin and Lincoln (2011) noted that qualitative research builds on processes that
are difficult to measure. A research method based on some form of quantitative
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measurement is not appropriate when the researcher’s interest is in gaining insights or
understanding complex situations (Eaton, 2014).
Yin (2014) observed that, in qualitative studies, direct contact with participants in
their natural environment is desirable to gain a thorough understanding of complex
issues. A customized and flexible research design is suitable for exploratory research
(Yin, 2014). Conducting this study with a quantitative research methodology would result
in misalignment with the problem statement. Mixed-method research can exploit the
benefits of both types of studies (Fielding, 2012), but mixed-method research normally
includes extensive research experience to complete the study and creates further demands
in terms of time and data processing (Venkatesh, Brown, & Bala, 2013). Qualitative
research may generate richer insights regarding the underlying motivations of individual
small business owners (Manolova et al., 2012). Thus, a qualitative research method was
most appropriate for this study. Multiple case study research is suitable for (a) exploring
how and why questions and (b) determining when events have contextual factors (Yin,
2014). Case studies include multiple sources of data, such as interviews, observations,
artifacts, and documentation (Hortho & Champion, 2011; Yin, 2014). The sample for the
study permits the greatest opportunity for replication and relevance of the findings. Leedy
and Ormrod (2013) argued that the research design entails to an involved plan to explore
research questions and illustration conclusions for a study to organize a report. According
to Yin, in circumstances in which information is limited, multiple case study research is
appropriate. A qualitative methodology was appropriate for this study in exploring
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strategies SBE owners used to achieve profitability by the end of the first 3 years of
opening their business in Southern, California.
Research Design
This study employed a qualitative, multiple case study strategy. Data saturation
refers to the depth of the sample and the ability to find repetition in the data through
interviewing participants (O'Reilly & Parker, 2012). When no new themes emerge from
the data analysis process, it means the researcher reached data saturation (Marshall &
Rossman, 2016; Walker, 2012). Data saturation was reached when I ensured that the data
became repetitive and no more new information appeared.
Research studies based on single case studies can be subject to skepticism within
the research community; consequently, multiple case research designs are preferred to
reinforce the creditability of a study (da Mota Pedrosa, Näslund, & Jasmand, 2012;
Hanson et al., 2011; Hortho & Champion, 2011; Yin, 2014). Studies using multiple cases
offer an increased likelihood of study replication and more persuasive findings (Marshall
& Rossman, 2016).
I considered other options including ethnographic, narrative, and
phenomenological research designs. The phenomenological design is proper when the
researcher explores lived experiences from the viewpoint of individual’s participants
(Shover, 2012). Rubin and Rubin (2012) argued that semistructured interviews are
suitable when (a) researchers look for a detailed understanding, (b) the interview protocol
includes open-ended questions with no fixed response categories, and (c) researchers
require the freedom to follow up on intriguing lines of inquiry. While I conducted
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semistructured interviews and reviewed company documents, the focus on company
operations and performance metrics rather than individual experiences makes a
phenomenological design inappropriate. Since I did not study a culture, an ethnographic
study design was not relevant. A multiple case study design corresponds to a holistic
investigative approach. Each case is separately evaluated and used to illustrate
conclusions (Shover, 2012). A case study approach also offers an opportunity to address
a specific concern or a specific context (Moll, 2012). In this situation, a case study design
allowed me to explore success strategies through interview data and company documents
obtained from small business owners.
Case study design. Marshall and Rossman (2016) noted that well-documented
case study research encompasses three diverse concepts: (a) integrity, demonstrating a
direct relationship between execution of the study and the research findings; (b)
establishment of rigor, by paying attention to details when collecting data and by strict
enforcement of the research protocol; and (c) vitality, demonstrated by giving the reader
an insight into the boundaries of the event under study. The design of this study conforms
to the general characteristics of an exploratory qualitative study as outlined by Marshall
and Rossman (2016) and is consistent with the case study research methodology defined
by Yin (2014). A multiple case study design enabled me to discover winning strategies
some SBE owners implemented for increased profitability. An important characteristic of
multiple case study based research is the iterative nature of the process, which increases
the chance of uncovering information outside the original study design (Yin, 2014).
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Population and Sampling
Individual participants were selected through purposeful sampling. Purposeful
sampling permits a researcher to select participants who are likely to be able to provide
information about the phenomenon of interest (Yin, 2014). Leedy and Ormrod (2013)
argued that in purposeful sampling, researchers employ their judgment to select
participants that meet the study criteria. Qualitative researchers have to use sampling
methods that will achieve the goals of the study, such as to provide an understanding of
the research problem, discover diverse perspectives, or generalize research findings
(Barratt, Choi, & Li, 2011; Marshall & Rossman, 2016). Therefore, the aim of sample
size is to estimate a proper number of participants for the study design selected (Yin,
2014). The number of interviewees should be enough to attain data saturation (O’Reilly
& Parker, 2012; Walker, 2012). The participants included three SBE owners with more
than 3 years of experience from potential industry sectors and they were from two
different industries retail and manufacturing. I used 5 open-ended questions to perform
semistructured interviews on the premises of each targeted company or through
teleconferences, depending on the schedule and availability of each participant.
The criteria for selected participants included being over the age of 18, SBE
owners in Orange County, in Southern California, and those who have been profitable in
business by the end of their first 3 years of being open. All interviews were planned and
approved at the convenience of the participants. The targeted SBEs for this study, which
represented distinct knowledge-intensive environments, have their headquarters in
Southern California and had fewer than 25 employees each. These companies presented
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the opportunity to gain an understanding of IT adoption in SBEs functioning in several
different knowledge-intensive business environments. The selection of three SBE owners
permitted ease of tracking and mapping information flow throughout the organization,
consequently fulfilling a fundamental assumption of this study.
Ethical Research
Ethical safeguards in research involving human subjects are necessary to protect
the participants and to establish the credibility of the study (Akhavan, Ramezan, &
Moghaddam, 2013; Qu & Dumay, 2011). After receiving IRB approval, I started
participant requirements for performing data collection with sensitivity to ethical issues,
verifying trustworthiness while sustaining the standards of quality research. Ethical
principles guide the researcher to protect participants and to certify credibility during the
research process (Aluwihare-Samaranayake, 2012; Yin, 2012). The following
components of the proposal covered the consent process, including how participants may
withdraw from the study, maintenance of data, and listing of agreement documents.
According to Aluwihare-Samaranayake (2012), a researcher must ensure the
confidentiality of participants as a fundamental guide in ethical research. Yin (2014)
found that assurance of confidentiality and detailed intent of the study in the consent form
is critical. One of the best ways to guarantee confidentiality and privacy is to mask the
names of participants and the research organizations to maintain confidentiality (Marshall
& Rossman, 2016).
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Consent Process and Incentives
I provided a consent form (Appendix A) to the participants, giving them time to
ask questions and understand the full purpose of the study. Participants were welcome to
meet with me in-person or on the phone to discuss their participation and any details of
the study. Participants signed the consent form when they felt prepared to move forward.
Participation and Confidentiality
I followed Walden University’s ethical guidelines and the Belmont Report
protocol to maintain ethical standards at all times (Aluwihare-Samaranayake, 2012;
Marshall & Rossman, 2016; U.S. Department of Health and Human Services, 1979; Yin,
2014). I explained in the consent form that participation is voluntary, confidential, and
without penalty, and that participants were free to withdraw any time from the study.
I am the only person with access to all the stored information in a locked cabinet
safe, in my home office, and on a password-protected computer hard drive. An Excel
spreadsheet was used to track each respondent by coding for data collection with the
signed consent form, e-mails, date, and time of interview and communication recorded.
All communications were confidential, and all documents I will shred or erase 5 years
from the completion of the study. Walden University’s approval number for this study is
03-18-16-0237287.
Data Collection Instruments
The sources of data collection included interviews with participants. Data for case
six origins data for case studies and should be collected from as at least two of the
following sources: (a) archival records, (e) participant-observation, (b) direct
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observations, (c) physical artifacts, (b) documentation, and (d) interviews, (Yin, 2012).
Numerous sources of evidence through this study improved the validity and reliability of
this study (Yin, 2014). The subsequent data collection section enclosed research
instruments, data collection technique, data organization technique, and data analysis.
Instruments
I was the primary data collection instrument, using a semistructured interview
process for data collection. The interview protocol (see Appendix B) consisted of five
open-ended questions covering the data needed to fulfill the purpose of the study. The
strategies addressing construct validity, internal validity, and reliability in case studies
require the use of different methods at various phases of the research process (Yin, 2014).
To ensure the reliability of the instrument, the researcher can use the expert validation
strategy, which involves presenting the interview questions to experts for their views on
the instrument as recommended by Ekekwe (2013).
Construct validity confirmation in case studies uses such tactics such as chains of
evidence, key informant reviews, and the use of multiple sources of information in the
data collection or final review stages of the study (Thomas & Magilvy, 2011).
Approaches such as pattern matching, explanation building, exploring rival explanations,
and using logical models also ensure internal validity (Yin, 2014). Finally, demonstration
of reliability in the data collection stage can occur by following a strict case study
research protocol (Drost, 2011). The interview protocol (see Appendix B) remained
constant for all the semistructured interviews, to ensure reliability and validity of the
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study. The use of member checking gave all participants the chance to review the
analysis and interpretations.
Semistructured Interviews
Open-ended questions semistructured interview process as the foundation to
collect data and gain insights into how owners of SBEs use IT knowledge and assets to
increase profitability. Interviews took place in one-on-one private meetings held on the
company site or by teleconference, depending on each participant’s schedule. The
planned duration of each confidential interview was 60 minutes, to minimize the SBE
owner’s loss of productivity. However, individual interview lengths varied depending on
the responses provided by participants.
Semistructured interviews provided a researcher with the chance to prepare
questions ahead of time, allowing the interviewer to appear competent during the
interview (Cronin, 2014). Semistructured interviews can present reliable, comparable
qualitative data and support two-way communication (Marshall & Rossman, 2016), as
those being interviewed can also ask questions of the interviewer. Therefore, participants
can both confirm what is previously known and provide the chance for new learning.
Frequently, the information obtained from semistructured gives not merely answers, but
also the reasons for the answers (Cronin-Gilmore, 2012). A semistructured interview
requires interviewing skills as well as a sufficient set of interviewees in order to make
general comparisons (Chenail, 2011; Leech & Onwuegbuzie, 2011; Marshall &
Rossman, 2016). Careful preparation was needed so that the questions did not become
prescriptive.
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Data analysis can be time-consuming and resource-intensive, and confidentiality
must be protected (Coenen, Stamm, Stucki, & Cieza, 2012; Rabionet, 2011; Marshall &
Rossman, 2016). I had to be careful not to project ideas, opinions, or perspectives to
participants, so they felt able to speak freely about their own perceptions and ideas. I
created an atmosphere of active participation using careful listening, nonverbal
communication, and observation.
Documentation
Companies generate different types of documentation. Wang and Brennan (2014)
collected data from reviewing company policies, management reports, training manuals,
client contracts, minutes of meetings, and e-mails from key customers. Soderberg,
Kalagnanam, Sheehan, and Vaidyanathan (2011) analyzed balanced scorecard
documentation across five dimensions to obtain a better understanding of how
organizations create value; the dimensions were (a) learning and growth, (b) business
processes, (c) customers, (d) balance, and (e) linkages. I collected from SBE owners only
those documents that pertained to profitability and assisted me in demonstrating a clear
chain of evidence that helped to answer the research question. I worked with the SBE
owners to obtain copies of the business plan, documents that pertained to financial
strategies, and profitability trends. Financial records were obtained from publically
accessible sources. All of these sources of evidence provided insights into the strategies
that SBE owners used to implement IT solutions for increased profitability.
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Data Collection Technique
I conducted semistructured and in-depth interviews, following the interview
protocol contained in Appendix B. The interviews allowed me to gain valuable
contextual insight into the topics of interest, and allowed respondents to describe what is
important to them (Chenail, 2011). The data collected in the interviews combined with
other company data, as well as information from external sources such as business
magazines, sector sources, and Internet sites as recommended. Further advantages of
using documents in research were that they are (a) available locally, (b) inexpensive, (c)
grounded in the setting and language in which they are developed, (d) useful for
determining value, positions, public attitudes, historical trends or sequences, (e) able to
permit the study of trends over time, and (f) unobtrusive (Bekhet & Zauszniewski, 2012).
Some disadvantages were that documents may be (a) curtailed, (b) erroneous, (c) of
questionable authenticity, (d) difficult to access, and (e) time-consuming to analyze
(Marshall & Rossman, 2016; Thomas & Magilvy, 2011).
I took notes on nonverbal expressions and key comments during each interview
as well as audiotaping the conversation. As part of the interview protocol, I followed
Chenail (2011) recommendation to test the recorder before the interview, the device must
verify periodically to make sure that it is properly working. Interviews were scheduled in
a neutral setting; allowing for an in-depth investigation, audio tape the interview
conversations to facilitate note-taking, ask the participants for permission of taping, when
it is time to ask another question inquire the interviewee, avoid neglecting use of time by
managing time wisely, and reiterate contact phone numbers for allowing follow up
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questions from participants. Upon obtaining signed consent forms (Appendix A), I
scheduled face-to-face semistructured interviews with each participant, which was used
to allow the respondents to tell their stories and elicited conversation. Semistructured
interviews give participants the freedom to express their opinions. Semistructured
interviews create an environment of active participation and obtained personal
experiences (Coenen et al., 2012; Marshall & Rossman, 2016).
The duration of the semistructured interviews was 60 minutes, as pointed out in
the consent form. The interview length should depend on how the participants respond to
the questions and on the amount of detail given (Chenail, 2011; Leech & Onwuegbuzie,
2011). Each interview followed the same interview protocol and used the same questions.
I recorded each interview and then transcribed it immediately afterwards using Dragon
software. The NVivo software was used to code and highlight ideas and descriptions that
help in understanding the nature of the phenomenon (Bergin, 2011; Cronin, 2014). Data
files stored in a password-protected computer in a file cabinet in my home office, with
hard copies are locked in a fireproof safe. To avoid any difficulties in understanding the
transcripts, I transcribed each interview immediately. The hard copies that contain
research data will not be accessible by anyone else.
To perform member checking, I provided my analysis and my interpretations for
the participant’s review to determine if the analysis accurately represented the collected
data, and whether the themes uncovered appear accurate and credible. After the
interviews, all participants received a letter of appreciation from me for participating in
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the study. As directed by Walden University IRB, I will retain all data until 5 years after
completion of the study when I will shred or electronically erase all data.
Data Organization Techniques
I recorded the participant interviews using Dragon software. Each interview
followed the same interview protocol and used the same questions. I recorded each
interview and then transcribed it immediately afterwards using Dragon software. The
NVivo10 software used to code and highlight ideas and descriptions that help in
understanding the nature of the phenomenon (Bergin, 2011; Draper & Swift, 2011). I
stored electronic data on a password protected, and external hard drive and will be
deleted 5 years after completion of the study. I stored the entire raw data in a locked
cabinet drawer and it will be shredded 5 years after completion of the study. The data
existed in several formats, including a series of NVivo 10 databases and electronic
recordings. Documentation of the data was prepared in Word documents and Excel
spreadsheets (Coenen et al., 2012; Grossoehme, 2014; Marshall & Rossman, 2016).
Data Analysis
The ability to do a complete review of documents pertaining to profitability
allowed for the assessment of data from the interviews, checking for accuracy, and
development of further information. Methodical triangulation is the utilization of multiple
data sources to guarantee the collection of comprehensive data to answer the research
questions (Grossoehme, 2014; Hanson, Balmer, & Giardino, 2011). The use of
methodical triangulation when conducting multiple-case study research improves data
analysis through accurate comparisons during data collection (Knoblauch & Schnettler,
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2012). The small businesses’ financial records were public, so I worked with the SBE
owners to obtain copies of the business plan, documents pertaining to financial strategies,
and profitability trends. These sources of evidence provided insights into the strategies
that SBE owners used to implement IT solutions for increased profitability. After I
reviewed and organized the data in NVivo software, I conducted a detailed analysis of the
data to identify themes and relationships.
Yin (2014) defined a method for analyzing data in qualitative studies, including
multiple-case study research designs. The process involved analyzing the data on a series
of levels, from general to specific. The analysis of the interview data began with
transcription of interview recordings into a text format and organization of the raw data.
Analysis of the text transcripts used a coding scheme. I collected coding data from
participant interviews by reviewing the interview questions and cautiously processing the
transcripts through several iterations, searching for data that supported or contradicted
themes in the literature. Given the combination of methods discussed by Denzin and
Lincoln (2011), processing the interview transcript consisted of analyzing keyword
repetitions, thought-unit classifications, and cross-tabulations by keyword similarity, and
cluster analysis using NVivo software as suggested by Leech and Onwuegbuzie (2011).
Additionally, the data analysis methods consisted of comparing and contrasting
themes that emerged from the data, the literature, and the conceptual framework
(Grossoehme, 2014). The conceptual framework that grounded this study was the general
systems theory. General systems theory is the scientific theory test of wholes (von
Bertalanffy, 1972). I searched SBE owner strategies used, as a whole, to become
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profitable after identifying the profitability strategies; I evaluated the strategies in
comparison to previous literature findings.
Reliability and Validity
The concepts of validity and reliability form the basis for evaluating the quality of
research designs. Qualitative researchers struggle to define truth, objectivity, reliability,
and validity (Marshall & Rossman, 2016). In multiple-case study research,
trustworthiness and credibility correspond to validity, and transferability connects to
reliability (Street & Ward, 2012). The following section includes an explanation of the
strategies I adopted to ensure reliability and validity.
Reliability
The purpose of reliability is to document detailed procedures reproducible by
future researchers interested in replicating the findings of a study (Thomas & Magilvy,
2011; Cronin, 2014). Recording data precisely is critical to the credibility of a study
(Drost, 2011; Marshall & Rossman, 2016). Researchers put procedures in place to record
their actions in detail for reliability or procedural consistency (Cronin, 2014). Therefore,
designing precautions to minimize bias improves reliability (Bernard, 2013; Thomas &
Magilvy, 2011). Methods demonstrated to have high reliability included the following
characteristics: (a) used a case study protocol, (b) recorded and accurately transcribed
interview data, (c) documented data analysis techniques, and (d) disclosed the procedures
used in the case study(Marshall & Rossman, 2016). The concept of reliability in a
qualitative case study involves gaining dependable results that are transferable to other
contexts (Bernard, 2013; Drost, 2011). Nevertheless, the transferability of a research
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study is up to the reader to decide (Marshall & Rossman, 2016). To address reliability, I
used several strategies such as methodical triangulation, member checking, and constant
participation and feedback from participants throughout the research process.
I demonstrated methodical triangulation from the semistructured interviews and
the collection of documents relevant to profitability. Methodical triangulation is the use
of multiple data sources to assure the collection of comprehensive data that precisely
answer the research questions (Phillips, 2012; Street & Ward, 2012). The use of member
checking allows all participants the opportunity to review analysis of the responses and
ensure the correct meaning was gleaned from the interviews (Gibbert & Ruigrok, 2010).
Member checking is an in-depth analysis that represents a synthesis of participants’
responses and verifies if the analysis represents the participants’ intent (Gibbert &
Ruigrok, 2010).
To maintain reliability, the researcher must be aware of biases throughout the
research process (Fielding, 2012; Gibbert & Ruigrok, 2010; Street & Ward, 2012).).
Through business experience gained in managing IT projects in small businesses, this
experience assisted me in the development of the interview questions. Experience in the
field of which qualitative research is taking place can add to a more reliable study (da
Mota Pedrosa et al., 2012). I ensured that data collection was reliable by conforming to
the same protocol and questions for all interviews. In addition, audio recordings and
verbatim transcripts ensured accuracy of data, as does having participants review the data
and the themes identified through thematic analysis using NVivo (Bergin, 2011). I
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conducted member checking with the participants to enhance the dependability of the
study results.
Validity
Credibility. One concept of validity refers to ensuring the trustworthiness and
credibility of the data (Chenail, 2011). Construct validity entails the legitimacy of the
concepts and the link between theory and the research measurements (Street & Ward,
2012). The reason for construct validity is to make sure that a relationship exists between
the purpose of the study and the results of the data collection (Cahoon, Bowler, &
Bowler, 2012). Construct validity engages the translation of information (Street & Ward,
2012). In a multiple-case study, the researcher achieves validation through a number of
protocols such as triangulation, peer review analysis, and clarifying researcher bias
(Bekhet & Zauszniewski, 2012). The researcher also addresses validity through
methodological triangulation and member checking (Gibbert & Ruigrok, 2010). Data
saturation allows evaluation of validity; in this study the repeated themes demonstrated
high validity of the study by presenting consistency of responses within a multiple-case
study design. I utilized methodical triangulation of data collected from the interviews and
documents review to ensure that the collection of comprehensive data from multiple
sources answered the research question. The use of triangulation allows for a comparative
correlation and cross-examination of the data (Baumgartner & Schneider, 2010; Bekhet
& Zauszniewski, 2012; Marshall & Rossman, 2016). Researchers establish validity using
several approaches. First, accurate definitions, descriptions, and representations of the
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case(s) under study demonstrate credibility as viewed by participants in the study
(Chenail, 2011; Street & Ward, 2012).
Transferability. Transferability represents the extent to which the results of a
study are transferrable to different contexts or settings (Drost, 2011). The evidence of
transferability includes using a chain of evidence, accurately recording observations, and
documenting the assumptions present in the study (Cahoon, Bowler, & Bowler, 2012).
Assuring researchers, peers, and practitioners that the methods and findings accurately
reflect the purpose of the study is the objective of validation in research (Street & Ward,
2012; Thomas & Magilvy, 2011).
Validity encompasses trustworthiness, authenticity, and credibility (Marshall &
Rossman, 2016). Trustworthiness is determined by credibility, transferability,
dependability, and confirmability (Cahoon, Bowler, & Bowler, 2012). Credibility is
present when the researcher analyzes the data through a process of reflecting, exploring,
judging the relevance of the data, and ultimately developing themes and essences that
precisely depict the experience (Drost, 2011). Credibility takes place when analyzing my
analysis of the responses through member checking, and when participants reviewed and
verified accuracy of the transcripts. Dependability involves preserving all transcripts,
notes, and other data. Authenticity refers to the reporting of each participant’s
experiences in a way that preserves the original context of the data and presents differing
perspectives evenly, so that the reader can reach an impartial decision (Yin, 2014).
Dependability. Dependability is also enhanced when another researcher can
pursue the same process of the current researcher (Ward, 2012). To ensure dependability,
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I provided details of the procedures conducted throughout the study in addition to
excerpts from actual participant responses. Member checking occurred after the data
analysis, enabling participants to give input on the presentation of the results and to
enhance the validity and reliability of the research (Harper & Cole, 2012).
Confirmability. Confirmability occurred by linking the data to their sources
(Grossoehme, 2014). The intent of validity in case studies is to achieve analytical
generalization, as opposed to the statistical generalization typically associated with
quantitative research studies (Marshall & Rossman, 2016; Yin, 2014). Specifying a
multiple-case study research design, which is methodologically equivalent to conducting
multiple experiments in quantitative studies, is one approach to addressing the issue of
validity in this study (Yin, 2014).
Transition and Summary
In Section 2, I included the (a) role of the researcher, (b) rationale for selecting a
qualitative research design, (c) criteria for choosing participants, and (d) data collection
and analysis techniques. I included an explanation of the link between the conceptual
framework, the research design, and multiple-case study method, which supported the
research objective. I concluded with methods used to demonstrate validity and reliability
in this case study. Section 3 contains the findings, contributions to business practice, and
implications for social change. It also included an overview in the narrative of the
potential impact of these experiences on the results of this study.
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Section 3: Application to Professional Practice and Implications for Change
Section 3 begins with an introduction including the purpose statement and the research
question and ends with the findings of the research study. In addition, it includes an (a)
overview of the study, (b) presentation of the findings, (c) application to professional
practice, (d) implication for social change, (e) recommendation for actions, (f)
recommendations for further study, (g) reflections, and (h) summary and study
conclusion. I present the findings of the study by main themes.
Introduction
The purpose of this qualitative, multiple case study is to explore strategies SBE
owners use to implement IT solutions for increased profitability. I conducted
semistructured interviews with three small business owners in Southern California to
obtain data and to answer the following research question: What strategies do SBE
owners use to implement IT solutions for increased profitability? A multiple case study
served as a helpful tool to explore a phenomenon in a real-life setting (Eaton, 2014). I
selected small business owners who successfully increased profitability through IT
adoption by the end of the first 3 years of being in business. Participants were asked to
address the five semistructured interview questions that signified whether the strategies
used by small business owners to implement IT business owners were successful. The
results from interview questions established complete responses from each participant
(Marshall & Rossman, 2016; Walker, 2012). Yin’s (2014) method was used as the basis
for data collection and analysis. Once I reached data saturation, I entered all the data into
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the qualitative analysis software tool, NVivo 10. Triangulation of transcribed interview
data with company documentation allowed identification of emergent themes. The
following emergent themes were identified: essential strategies small business owners use
to implement IT solutions for increased profitability, the essential relationship between
network orientation and successful IT implementation, the relationship between IT
consultants and successful implementation, and the relationship between internal IT
resources and successful implementation.
Presentation of the Findings
The goal of this study was to answer the following overarching research question:
What strategies do small business owners use to use to implement IT solutions for
increased profitability? I used participant interviews and all the company documents,
including statements of profit and loss in addition to cash flow, to finish my
methodological triangulation of data for this study.
The largest amount of data was gained from the participant interview responses.
The data reached saturation when the document review and interview data became
repetitive and no extra information was added. Following the data collection and analysis
through semistructured interviews, four themes emerged. The first theme related to the
relationship between organizational factors and successful implementation. The second
main theme related to the relationship between network orientation factors and successful
implementation. The third main theme related to the relationship between external IT
consultants and successful implementation. The fourth main theme referred to the
relationship between internal IT resources and successful implementation.
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The conceptual framework for this study was general systems theory. Many of the
participants’ responses supported the theory. General systems theory relevant to
management practices when strategies and multiple factors within the business work
mutually as a whole system to accomplish the business’s goal of adopting IT
(Ghobakhloo & Tang 2014; Newby et al., 2014). Put together as a whole, each individual
strategy that the small business owners used determined the best strategies for increased
profitability. In this study, I used the theory as a framework to help find correlations in
the study’s findings in order to obtain a better understanding of the best strategies to
influence IT adoption in SBEs. Newby et al. (2014) noted that the development of
information technology created a demand for businesses to adopt IT. IT adoption
provides an opportunity for SBE owners to improve efficiency and gain a competitive
advantage (Adkins et al., 2013; Gronum et al., 2012; Purkayatha & Sharma, 2016).
Interview Question 1
The first question was as follows: What strategies did you use that were most
effective in adopting IT in your SBE? The purpose of this question was to gain insight
into the best strategies use to adopt IT by participants in small retail and manufacturing
businesses. Participants spoke of the effectiveness of IT adoption. Findings from this
study indicated that the most effective strategies are communication with internal and
external IT and engaging employees. P2 noted having conversations with IT employees
on a regular basis to understand what they were experiencing professionally. P2 stated
that a good leader must have the ability to express complex ideas in simple terms and
have the relationship skills to interact well with decision makers. Additionally, within the
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minutes of the company’s meetings, I found numerous instances in which SBE owners
communicated with employees, mainly relating to decision-making. P2 also noted that
employee recognition was one of the most efficient strategies, which aligns with general
systems theory (Adkins et al., 2013; von Bertalanffy, 1972).
P2 referred to the company’s rewards program, noting that it provided
management with an opportunity to recognize the IT employees who had done an
excellent job. P2 explained, “We want our people setting at the business table,
participating in a discussion of what key issues are, determining what information needs
the business people have, and recommending actions to the business partner.” I
confirmed P2’s assertion by a review of company records, including the employee
handbook and meeting minutes. P3 specified that successful SBE owners gave employees
a scorecard that is used to enter a larger drawing to win a monetary gift card. The
balanced scorecard provides SBE owners with a comprehensive framework that translates
a company’s strategic objectives into a coherent set of performance measures (Findikoglu
& Manheim, 2014; Perrigot et al., 2012). The employee handbook and meeting minutes
confirmed that the SBE owners used efforts such as a reward programs on a companywide basis to reward employees, including those in the IT department.
P3 stated that training and allowing IT employees to work on projects that they
were not typically accountable for was an effective strategy because it involved IT
employees learning a new skill. P3 also clarified that SBE’s values are the standards by
which employees set priorities that enable them to judge whether a customer important or
not a new technology is important or not and so on, and prioritization decisions are made

70
by employees at every level. Training and development were important factors for
retaining skilled employees, and this concept was established by P1’s responses. In
addition, P1 allowed employees to work on projects or to use technology that was not
typically part of their jobs. P1 and P2 regarded training as an effective strategy so that
when new job opportunities became accessible, trained IT employees were ready for
advancement. Therefore, when addressing new technology SBE owner’s goals are to
create a new organizational space for these capabilities to develop (Gronum et al., 2012).
All the participants indicated that the majority of businesses were likely to adopt IT to
improve the quality of their services or to exceed their customers’ expectations and stay
competitive in the marketplace. Business expansion is an additional motivation driving IT
adoption in small businesses, followed by quality enhancement, industry requirements,
and investment (Hasumi & Hirata, 2014).
Interview Question 2
The second interview question was as follows: What are the main factors that led
directly to successful IT implementation in your SBE? P1 and P2 identified customers as
a main factor that contributed to the IT adoption environment, which in turn related
directly to the success of the implementation. Moreover, P1 and P2 indicated that
creating relationships with customers was very important and that these relationships
were different than the relationship with the suppliers. P3 indicated that separating
customers and suppliers within the relationship orientation resulted in a model with a
good fit. P2 confirmed the distinguishing characteristics of customer relationship
management in the IT adoption environment indicate the crucially important role of
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customers in these small businesses. Thus, when it comes to changes in IT
communication in their daily business operation, small business owners should take their
customers’ needs into consideration (Amit & Zott, 2012).
In addition, there were other critical factors that led to ineffective strategies
affecting the IT adoption. Responses to interview questions revealed that barriers kept IT
adoption strategies from being successful. P1 explained preparing to spend significant
resources on technology such as customer relationship management or enterprise
resource planning systems. P3 confirmed that the customer preferred the provider, and
SBE owners should be the industry leader in providing the highest standers of safety and
quality to the customer. He also mentioned that he developed a strategy to implement the
vision. The five elements of his strategy were high quality employees, high levels of
customer satisfaction, continuing improvement of safety, equipment reliability and cost
effectiveness, and realization of stakeholder expectations. These elements were in turn
developed into strategic objectives. Another factors—such as the value of an IT adoption
(P1, P2, and P3), barriers such as supplier relationships (P1, P2), customer services, and
ineffective strategies (P1, P2)—affect the adoption of new technology and therefore play
a significant part in the general system of adoption. The conceptual framework directed
the development of interview questions to explore the aspects of the participants’
knowledge in relation to problem solving. Further discussion and propositions linked to
the conceptual framework is included in the literature review section.
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Interview Question 3
The third question was as follows: How did you use different strategies to
implement IT solutions to increase profitability in your SBE? Two participants, P1 and
P3, affirmed that in order to implement IT solutions to increase profitability,
organizational factors, such as customer and supplier relationships, should be considered.
Other factors became visible once the system was implemented, revealing that
organizational relationships can affect its success. P2 explained that in order for an IT
implementation to be successful, both management and employees must participate and
contribute to the change through knowledge sharing. This participation and input directly
contributed to effective strategies that led to successful implementation.
A successful management style does not rely on the owner’s personal
characteristics, but instead is based on a commitment to the adoption of new IT (Jänkälä
& Silvola, 2012). P1 verified that the business’s capacity to improve existing skills and
adapt new ones is the most defensible competitive advantage of all, and the way to
competitive revitalization implies a new view of strategy. However, all participants
confirmed that it is essential for all SBE owners to be fully aware of what resources are
obtainable, as well as the importance of teamwork, collaboration, acceptance, knowledge
sharing, and training among employees.
Interview Question 4
The fourth question was as follows: In your experience, what barriers prevent
SBE owners from being successful with IT solution implementation? P1 responded that
“the need of improving customer relationship from within a well-documented culture of
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risk adversity can minimize the risks inherent in IT adoption by using well planned
strategies for IT adoption.” P2 added that “the key to the lack of success appears to be a
disconnection and misalignment between the vision and the execution,” explaining that
the business owners have limited time and businesses have limited resources and
planning before implementing the new technology. This is often because management is
unclear about how and why their businesses are adopting IT in the first place, so small
business owners have to allocate time and resources in the best way possible to advance
their businesses. P3 affirmed that project execution often failed from a lack of customer
support, poor project management plans, or insufficient resources or skills to complete
the project. At the same time, there is a significant impetus from customers who are
becoming more demanding and constantly expect increasing standards of IT excellence.
P3 remarked, “If customer influence goes unrecognized, and our business rushes into
implementing IT, they will experience problems.” Although there certainly are strategies
that are most effective in IT adoption process, there are also ineffective strategies,
barriers, and other factors that prevent the successful implementation of strategies
(Gangwar et al., 2014; Ghobakhloo & Tang, 2014; Paulino, 2014).
P2 indicated that all SBE owners should understand the factors that prevent
strategies from being effective. One significant barrier was the inability to compensate IT
employees fairly, which hurt the company’s ability to retain profitable. Therefore, SBE
owners should make sure there are sufficient financial resources available before any IT
adoption activities (Ghobakhloo & Tang, 2014; Paulino, 2014). Furthermore, operating in
a leadership style opposite to what technology employees need hinders the effectiveness
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of adoption strategies (Armstrong, 2013; Lasagni, 2012). All participants confirmed that
there is a cynical view that mission statements are merely public relations statements, but
in fact they can serve several positive functions; one is that they can clarify a firm’s goals
if there is a conflict among members of their business. All participants corroborated the
view that the mission statement can help promote consistency between the views of the
SBE owners and the company’s strategy.
Responses from interviews revealed the strategies that are least effective in IT
adoption. P1 expressed the idea that giving too much flexibility to IT employees is not an
effective strategy. Under evaluating in the human side of adoption IT is another common
mistake. SBE owners frequently put the best technical people in charge, not the best
employee. These ideas neglect external communication. From P1’s perspective,
managing creative self-managed people and task-oriented people is not effective.
Therefore, P1 indicated that hiring people who are task oriented is very beneficial.
Brunswicker and Vanhaverbeke (2014) supported P1’s argument, noting that every IT
business owner should feel as if he or she is a natural fit for the organization. P1, P2, and
P3 agreed that groups that are convened without attention to interpersonal skills find it
difficult to embrace collective goals, take advantages of the different strengths various
members bring, or communicate well enough to share the tacit knowledge that still
unformed and hard to document while adopting new technology is under development.
P2 discussed over-communicating as a least effective strategy. There were some
differences in P1 and P2’s perspectives of least effective strategies; consequently, a
realistic deduction is that the right amount of communication is helpful. P3 explained,
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“Adopting new technology efforts can bog down when communication and relationship
building outside the team are neglected. Having negative instead of positive culture can
cost our business real money,” as he clarified that over-communicating is not effective in
the process of adopting new technology. Additionally, while providing a self-managing
environment for creative staff is effective, that strategy may not work as well for business
owners who are more task-oriented (Adkins et al., 2013; Taneja et al., 2016).
Interview Question 5
The fifth question was as follows: What other information can you share that was
not addressed in the interview questions to help others to increase profitability after
implementing IT solutions? P1 explained that there is no doubt that adopting new
technology in a retail industry leads to higher sales, reduced expenses, and increased
gross margins, which have eventually produced an augment in the overall profitability of
this industry who not only have adopt the technology but have also learned how to use it.
P2 confirmed that the key to these increases is P1’s statement. Retailers who have both
spent the money and invested the time to train their employees on new technology gather
the benefits of that technology. Many do not sufficiently learn their systems and, as a
result, do not receive the level of performance increases that retailers who learn the
systems do (Brunswicker & Vanhaverbeke, 2014). As P3 stated, “I believe small
businesses will be left behind if they don’t take advantage of the emerging technologies
available.” SBE owners should not ignore the opportunities linked with being able to
distribute information in many locations and make it available instantaneously and
whenever it is needed (Costanzo et al., 2014). Business owners should not postpone
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change, because technological solutions may lead to profitability and increase
competitive advantages (Prajogo & McDermott, 2014). All participants agreed the
importance of IT adoption. P1, P2, and P3 indicated that all SBE owners must find the
right resources and processes to support this adoption, and infusing it with the right
resources, process, and values to increase profitability. I gained a deeper understanding of
the issues that confront these industries. I planned the study and thoroughly analyzed the
data collected, and I found four main themes related to the phenomenon. I provided
descriptions of each theme below.
Emergent Theme 1: Essential Strategies Small Business Owners use to Implement
IT Solutions for Increased Profitability
Within the first main theme, there are many subthemes as indicated by the
responses of all participants, in company records, and reiterated by recent research. The
participants’ responses and company records, such as employee handbooks, were
significant for my study because they described primary IT adoption strategies. The
participants’ responses and company documents showed that company owners
recommended that a culture that is flexible to change is more innovative than one that is
unwilling to change. In a flexible culture, IT is more likely to be adopted and succeed
(Adkins et al., 2013). P1 and P2 noted that the culture in a small business is powerfully
influenced by the owner's attitude, personality, mission, and values. P3 noted that small
business owners make most of the key decisions, and these decisions are derived from
their existing knowledge, personal judgment, and communication skills. It is not only
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business owner’s decisions that influence the adoption of IT, but their commitment to the
adoption process as well (Abii et al., 2013).
P1 indicated that the employees' awareness, experience, and degree and form of
involvement added to the success of IT adoption. Employees should realize the purpose
behind the adoption of new technology, their role within the adoption, and their
contribution to it (Brettel et al., 2014). The responses of P2 and P3 confirmed P1’s
statement regarding the importance of communication between the management and
employees, causing awareness regarding the changes necessary. P1, P2, and P3 indicated
that the small businesses are knowledge producers and distribution enterprises. SBEs
ability to understand existing knowledge, use it, and produce new knowledge influenced
the IT adoption process (Brettel et al., 2014). Management must ensure that there is
efficient knowledge-sharing among individuals within the business, as the IT adoption
process needs teamwork and acceptance across all business functions within a firm
(Verreynne et al., 2014).
Technological learning can promote capitalist development and growth (Engelen
et al., 2014). My analysis of company documents and participants’ responses showed that
strategy plays a vital supportive role in influencing IT adoption to increase profitability
(Verreynne, Meyer, & Liesch, 2014). Building on the conceptual frameworks of this
study—the general systems theory—the research findings of the first main theme
indicated the need for a strategy to implement and increase profitably when adopting new
technology. All internal and external factors must align to achieve a company’s goal
(Gangwar et al., 2014). All internal and external factors align with general systems
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theory, since general systems theory requires multiple factors working together as a
whole to ensure success (Adkins et al., 2013). As Table 1 indicates, the frequency of
occurrence of the first theme affirmed that essential strategies are useful in IT adoption.
Through the participants’ responses and company documents the findings of the study
indicated that essential strategies SBE owners use to implement IT solutions for increased
profitability.
Table 1
Frequency of Themes for Essential Strategies Small Business Owners Use to Implement
IT Solutions for Increased Profitability
% of frequency
Theme
n
of
Customer requirement
31
29.25%
Business expansion
13
12.26%
Quality improvement
34
32.08%
Training and development
24
22.64%
Industry requirement
4
3.77%
Note. n= frequency
Emergent Theme 2: The Essential Relationship Between Network Orientation and
Successful IT Implementation
A core characteristic of small businesses is their network relationships (Pollack
et al., 2013). P1, P2, and P3 asserted that these networks appear through the numerous
interactions that take place among business partners, vendors, suppliers, and customers.
All three participants noted that these networks should work together and communicate,
sharing knowledge and information. Cooperation with customers or suppliers can smooth
the progress of the growth and development of services (Jarrahi & Sawyer, 2015).
Ghobakhloo and Tang (2014) suggested that the relationship in SBEs is essential and
there are many strategies in every type of relationship that businesses have developed
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(Table 2). The SBE owners communicate with their stakeholders. There are three types of
relationship: personal service, contract, and network. Building on the conceptual
frameworks of this study, which was the general systems theory, the research findings of
this theme indicated influential strategies and practices of small business owners to
successfully implement IT adoption. According to O'Toole (2014), this is where
knowledge is created, transferred, and transformed. P1, P2, and P3 affirmed that the
partnership among these sectors brings learning opportunities, knowledge formation, and
a competitive advantage. P1 clarified that small businesses can benefit from network
memberships when it moves toward IT adoption, as networking can provide SBEs with
necessary resources.
As table 2 indicates, the frequency of occurrence of the second themes revealed
the essential relationship between network orientation and successful IT implementation.
The highest frequency of occurrence ranged.
Table 2
Frequency of Themes for the Essential Relationship Between Network Orientation and
Successful IT Implementation
Themes

n

Personal service
1
Contract
1
Network
5
Note. n = frequency

% of frequency of
occurrence
14.29%
14.29%
71.43%
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Emergent Theme 3: The Relation Between IT Consultants and Successful
Implementation
P1 and P2 stated that the small businesses usually lack IT expertise and skills,
often searching for professional consultants when it comes to IT adoption. Likewise, P3
regarded seeking consultation from professional consultants as helpful for small business
management. There was clear evidence for alignment with the general systems theory
specifically by using IT consultants and successful implementation. The general systems
theory requires systems of factors working together to achieve organizational goals.
Within the third main theme, hiring IT consultants to help with IT implementation for
increased profitability, the findings of this study indicated that hiring IT consultants are
among the most effective ways for IT adoption, and external IT consultants are directly
and positively related to a successful implementation. Professional external IT
consultants play a significant role in the IT implementation process (Brunswicker &
Vanhaverbeke, 2014; Jarrahi & Sawyer, 2015; Maes & Sels, 2014). All participants
claimed that consulting firms gained information from assisting their clients, thereby
providing this information to SBEs who seek their assistance. External consultants use a
variety of tools to identify organizational problems and assess possible solutions (Nguyen
et al., 2015). Consultant methods in the areas of strategy formulation, market research,
operations, and performance management increased small business effectiveness and
profitability (Table 3). All participants mentioned that not all SBEs use external resources
or hiring consultants, as the knowledge comes at a cost, and some SBEs are not in a
financial position to accommodate such expenses.
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Table 3
Frequency of Themes for the Relation Between IT Consultants and Successful
Implementation.
% of frequency of
Themes
n
occurrence
3
9.09%
Strategy formulation
12
36.36%
Market research
13
39.39%
Operations
3
Performance management
9.09%
Note. n= frequency
Emergent Theme 4: The Relation Between Internal IT Resources and Successful
Implementation
All participants stressed the relation between internal IT resources and
successful implementation of IT. P1 referred to the employee’s skills, P2 to the
company’s strategy, and P3 to the relations among business partners, vendors, and team
leaders within the business. According to Pollack et al. (2013), the key ingredients for
understanding IT adoption in SBEs include organizational competencies; organizational
and technical processes; technical, time management, and managerial expertise; and the
allocation of resources within firms. P1 and P2 explained that employees should
recognize the reasons why IT needs to be implemented in their businesses, and that this
recognition should consider the needs of customers. IT can assist SBEs in enhancing their
business practices, so a clear purpose for pursuing new IT must be identified before any
decision on IT adoption is made (Maes & Sels, 2014; O'Toole, 2014). Concepts of the
general systems theory were also evident in the findings of the fourth main theme. I
found that evaluations, management relationship between internal IT resources and
successful implementation in SBE worked as a system of using strategies to implement
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IT adoption for increased profitability. P1, P2, and P3 indicated that the IT adoption
cannot be measured by a single factor, as it is comprised of technology infrastructure,
production, process, knowledge, experiences, and organization. Furthermore, all
participants believed that there is a relation between internal experience and successful
implementation. As Table 2 indicates, the frequency of occurrence revealed the most
relationship between internal IT resources and successful implementation. The highest
frequency of occurrence ranged from 1-5. The emergent themes align with the conceptual
framework of general systems theory. The research findings indicate successful strategies
used by SBE owners to implement IT adoption. This indicates that one strategy alone is
not sufficient for IT adoption, which aligns with the general systems theory, for the
reason that the general systems theory requires many factors working together as a whole
to guarantee success (von Bertalanffy, 1968).
Table 4
Frequency of Themes for the Relation Between Internal IT Resources and Successful
Implementation
% of frequency of
Themes
n
occurrence
1
14.29%
Employee’s skills
1
14.29%
Business partners
5
71.43%
Team leaders
Note. n = frequency
Summary
The study findings were significant, fulfilled the purpose of the study, and
related to general systems theory. All the main themes that emerged played a crucial role
in understanding the research phenomenon in addition to addressing the central research
question. This study has contributed to the understanding of the strategies small business
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owners use to implement IT solutions for increased profitability. According to Newby et
al. (2014), SBE owners should understand the importance of adopting technology.
Therefore, when there are no strategies in place to adopt new technology, small business
owners may have a greater challenge in staying competitive and maintaining profitability
(Basford et al., 2012; Findikoglu & Manheim, 2014). The findings specify that one
strategy is not enough for SBE owners in attaining profitability by the end of year 3 of
being in a business, which aligns with the general systems theory, since the general
systems theory entails many factors working together as a whole to ensure success (von
Bertalanffy, 1968). Based on the four emergent themes consideration of common themes
leads to solutions from an understanding of the problem as a whole (von Bertalanffy,
1968).
Applications to Professional Practice
The enthusiasm and devotion of the small business owner to their business, as
well as the importance of adopting the right technology findings, are relevant to
professional small businesses (Ghobakhloo & Tang 2014; Lee & Kwon, 2014; Newby et
al., 2014). It is important to recognize the best strategies to implement IT adoption
successfully (Lonial & Carter, 2015; Purkayastha, Sharma, 2016). Well-crafted strategies
used by SBE owners can increase small business owners’ rates of return, and, in turn,
increase revenue and job creation (Gangwar et al., 2014). The data from the participant
interviews and company documents show strategies for profitability that have possibly
helped small business owners in many ways. The findings revealed in the study built
upon existing literature and added to it. The study’s findings have the potential to
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advance business practice by increasing the success rates of IT adoption in SBEs, as well
as helping SBE owners learn effective strategies to implement IT and increase
profitability.
I will provide the participants a summary of my findings as a resource for the
business owners to develop business strategies for their own use. This research is
meaningful to small business owners in many ways. The main purpose of the study was
to explore participants’ views about the strategies SBE owners use to adopt IT. Small
business owners have been increasingly aware of the importance of IT adoption
(Brunswicker & Vanhaverbeke, 2014; Li et al., 2013; Newby et al., 2014). Moreover, the
findings from this study are relative to general systems theory and indicate that SBEs
adopt IT as a result of pressures from both internal and external sources. In addition to
there are factors that influence the process either directly or indirectly. Based on different
perspectives, the study offered a conceptual framework composed of the perspectives
relevant to the adoption of IT in SBEs. My analysis of company documents and
participants’ answers showed that essential strategies play a crucial supportive role in
influencing IT business owners. Building on the conceptual framework of this study, the
general systems theory, and the research findings of the first major theme indicated the
persuasive strategies and leadership practices of SBE owners that undergird the
requirement for strategies to adopt IT to increase profitability.
The implementation of the strategies identified by all participants in the themes
may assist IT business owners in adopting IT and sustaining the company’s profitability.
P1, P2, and P3 addressed the fact that the majority of small businesses are likely to adopt
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IT to develop the quality of their services or to meet their customers’ expectations.
Business expansion is another driver to IT adoption in small businesses, followed by
quality improvement, industry requirements, and investment (Abebe & Angriawan, 2014;
Li et al., 2013; Nguyen et al., 2015). As Ghobakhloo and Tang (2014) stated, successful
adoption can be measured in terms of the rapid and effective use of new technology.
SBE owners who stay interested and loyal to their businesses and adopt
appropriate technology may maintain themselves beyond 3 years and be profitable.
Additionally, SBE owners who identify the significance of and the need to understand the
benefit of adopting IT might have an advantage in being profitable and sustaining beyond
their first 3 years of being in business. This study may fill a gap in knowledge regarding
small retail and manufacturing services business strategies to improve and increase
profitability in SBEs and to sustain their business beyond 3 years of business operation,
improving communities and local economies. Specifically, this study’s findings may be
helpful to small business owners in Orange County, Southern California. The result of the
study may assist SBE owners to gain a practical overview of the IT adoption process in
SBEs.
Implications for Social Change
A significant implication of this research study is positive social changes in SBEs,
which may increase IT adoption success rates, learn effective strategies to implement IT,
and increasing the profitability of small businesses in Orange County, Southern
California. SBEs reduce the risks in information technology adoption by using strategies
designed for IT adoption (Anderson & Ullah, 2014; Besser, 2012; Ghobakhloo & Tang,
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2014). Scholars of small business management will find the design, findings, and
conclusions of this research to be informative.
The findings and outcome from this research study provide new knowledge to
influence small business start-ups to increase their profitability. The study could provide
SBE owners with a better understanding of the IT resources that they need to stay
competitive and improve profitability. Business growth is an extra driver to IT adoption
in SBEs, along with quality improvement, industry prerequisites, and investment. Such
significant contributions have caused a majority of businesses to adopt IT practices to
advance the quality of their services or to surpass their customer expectations (Anderson,
& Ullah, 2014; Löfsten, 2016; Newby et al., 2014). Strategies that the participants shared
through the interviews may help SBEs in community events, building community
involvement, and support for small retail and manufacturing business owners, helping
them increase profitability. If SBEs become profitable, they will contribute to the
affluence of their workers, communities, local economies, and their families.
Recommendations for Action
The purpose of this qualitative multiple-case study was to explore strategies
small business owners used to implement IT solutions for increased profitability by the
end of the first 3 years of opening their business. SBEs accounted for more than half of
the net new jobs created between 2010 to 2013 (SBA, 2013). By considering the factors
identified in this study, SBE owners may be able to minimize the risks inherent in IT
adoption by utilizing planned strategies for adoption.
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I recommend that SBA Orange County district in Southern, California Small
Business Development Center Network (SBDC) focus on the results and share these
results with all SBE owners. SBE owners should focus on the results because they can
profit from remaining dedicated about their small business, and hiring the right
employees. The summary of the findings will be provided to the participants. As well as,
I will advocate to the participants that the complete doctoral research studies will be
published if they are interested in reading it. Lastly, I believe it would be better not only
for local small business owners in Southern California to concentrate on the results and
findings of this study, but SBE owners in all states in the United States could benefit as
well. I will publish the findings in scholarly journals and present at conferences
applicable to small business leaders. Since many small business leaders are Chamber of
Commerce participants, I will seek opportunities to provide information from my
findings at Chamber of Commerce monthly meetings.
Recommendations for Further Research
In this qualitative multiple-case study, the sample size of the participants was the
first limitation. Recommendations for additional work embrace a study relating to a
larger sample size of participants, which would enable application of the study findings to
the entire population of small enterprises with greater confidence. For this study, data
saturation was attained after interviewing three participants from two industries (retail
and manufacturing). New participants were added to the study until the data set was
complete, as indicated by redundancy or data replication. The findings from this study
expand the understanding of IT adoption in small business and may increase IT adoption
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success rates within SBEs, helping SBE owners gain effective strategies to implement IT
solutions, increasing profitability.
The second limitation of this study was that the industries focused on were in
retail and manufacturing in Orange County in Southern California. As this study was
specific to Orange County in Southern California, future research must now be
embarking on studies in other small business contexts (e.g., different locations and
industries). This study was derived from a qualitative research method with a multiplecase study design; other methodologies and designs should be deliberate for more
research on SBEs profitable strategies when adopting IT.
Reflections
My great experience was gained through the DBA Doctoral Study process. I
have obtained information about small businesses in the United States and specifically
small businesses in Orange County Southern California. As the researcher, I did all I
possibly could to reduce researcher bias. I followed step by step the interview protocol
(Appendix B), and prior to the interviews I mitigated the risk. I was not familiar with my
participants (the SBE owners) personally, mitigating personal bias. Ensuring that the
interview protocol was followed as designed, and doing my best to control my responses
to the interview replies was also important to mitigate bias and I feel that this study was a
great achievement. In interviewing with SBE owners, I changed my perspective about
them and their roles. I never before realized the amount of time, inspiration, energy,
insights and dedication they put into their SBE. Their strong loyalty and commitment was
inspirational to me. Also, I intend to work for small business in the retail and
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manufacturing industries after conducting this study, thus supporting the SBE owners in
their mission, their workers, and partners, giving back a great contribution to the
community, and improving the economy.
Summary and Study Conclusions
The purpose for this qualitative multiple case-study was to explore what strategies
SBE owners used to implement IT solutions for increased profitability. I collected data
and used methodological triangulation of two data sources. Semistructured interviews
with three small business owners from two industries (retail, manufacturing) were
accomplished to generate the first set of data. The secondary data included company
financial statements, profit and loss statements, and the company’s yearly cash flow
statements related to profitability. I reached data saturation when the data became
repetitive and no more information was added (O'Reilly & Parker, 2012; Walker, 2012).
Four main themes were exposed after I coded and analyzed the data. I linked the analysis
of each emergent theme back to the literature, the conceptual framework, the existing
body of knowledge, and general systems theory. My findings of the study identified the
factors that allow SBEs to minimize the risks intrinsic in IT adoption by using planned
strategies for adoption and implementing IT solutions for increased profitability.
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Appendix A: Informed Consent for Participants Over 18 Years of Age
You are invited to take part in a research study of the strategies small business
owners in Orange County, Southern California to determine what strategies small
business owners use to implement information technology solutions to achieve
profitability by the end of the first 3 years of being in business. The researcher is inviting
small business owners that have been profitable in Orange County, Southern California.
This form is part of a process called “informed consent” to allow you to understand this
study before deciding whether to take part.
This study is being conducted by a researcher named Soha Ragab, who is a doctoral
student at Walden University.
Background information:
The purpose of this study is to explore strategies small business owners use to
implement IT solutions and achieving profitability by the end of the first 3 years of being
in business.
Procedures:
If you agree to be in this study, you will be asked to participate in one,
approximately 60 minute audio recorded interview, Provide archival records such as
(profit & loss and cash flow statements) for collection, and perform member checking of
the results. You will be provided the results and findings via e-mail. Respond to followup questions if further explanation is needed to confirm understanding of your answers. I
estimate the follow-up interviews will require approximately 30 minutes and member
checking will last for approximately another 30 minutes.
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Voluntary nature of the study:
This study is voluntary. Everyone will respect your decision of whether or not
you choose to be in the study. No one at the various organizations will treat you
differently if you decide not to be in the study. If you decide to join the study now, you
can still change your mind later. You may stop at any time.
Risks and benefits of being in the study:
The time commitment related to this study is that you will be to complete the 60
minute interview during or after normal work hours. You will receive a 1-2 page
summary of the findings of this study for your personal information. There are no other
risks related to this study. Being in this type of study will not involve any risks of
discomforts. Being in this study would not pose risk to your safety or well-being.
Potential benefits of this study include providing new insights and your participation will
contribute to the knowledge base relevant to strategies small business owners in the small
business enterprises (SBEs) can use to increase profitability.
Compensation:
No compensation will be provided for your participation in this study.
Confidentiality:
Any information you provide will be kept confidential. The researcher will not
use your personal information for any purposes outside of this research project. If you
reveal information in which criminal activity or child/elder abuse is disclosed, I am
obligated to report such information to the proper authorities. Also, the researcher will
not include your name, organizations name, or anything else that could identify you in the
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study reports. Written data will be kept secure in a locked cabinet drawer and electronic
data will be kept secure on a personal, password-protected, external hard drive. Data will
be kept for a period of at least, but no longer than 5 years, as required by the university.
Contacts and questions:
You may contact Soha Ragab, at 858-201-9699 or Soha.ragab@waldenu.edu. If
you want to talk privately about your rights as a participant, you can call Dr. Leilani
Endicott. She is the Walden University representative who can discuss this with you. Her
phone number is 1-800-925-3368, extension 3121210. Walden University’s approval
number for this study is 03-18-16-0237287 and it expires March 17, 2017.
Please print or save this consent form for your records.
Statement of consent:
I have read the above information and I feel I understand the study well enough
to make a decision about my involvement. By replying to this email with the words, “I
consent”, I understand that I am agreeing to the terms described above.
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Appendix B: Interview Protocol
Part I: Notes for the Interviewer
Overview
1. Tape-record the interviews if permission is granted
2. Interview in a neutral setting.
3. The interview duration is approximately 60 minutes.
Interview Methodology
Interviews will be implemented with a customized approach allowing for an indepth investigation. The interviewer will use a semistructured interview design.
Interviews will contain:
1. A predetermined set of 5 questions
Designation of Interviewee:
Location of Interview: The meetings will hold on the company site or by teleconference,
depending on each participant’s schedule.
Date: To be determined
Start Time: Interviews time will be arranged between the participants and me.
The participants will be asked if they have specific time in mind for the interview.
Finish Time: Interviews will last 60 minutes.
I will make every effort to ensure that the interpretations of the results
accurately represent the participants’ experiences and observations through member
checking. I will use the following steps:
•

I will review and interpret the interview transcripts
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•

Write each question followed by a succinct synthesis

•

Provide a printed copy of the synthesis to the participant

•

Ask if the synthesis represents the answer or if there is additional information

•

Continue member checking process until there is no new data to collect

Part II: Components of the Interview
1. Components of the Interview
•

a. Introduction (5-10 minutes)

•

b. Review confidentiality and consent form.

•

c. Create a relaxed environment

•

d. Dialogue

•

Question: Have you received my introductory correspondence explaining my
research and the format that will be used?

•

Question: Are there any questions?

2. Explain the purpose of the interview
•

The purpose of this interview is to explore factors that influence your decisions.

•

During the time we have together I would like to get an understanding of your
experiences and observations pertinent to the subject matter of the study.

3. Ask permission to record interview
•

With your authorization, I would like to tape-record our discussion to get an
inclusive record of what is said, since the notes I take will not be as
comprehensive as I will require. No one other than I will listen to anything you
say to me. Only I will have access to the records. The research results will
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describe what you and others have said predominantly in summation. No
responses will be ascribed to you by name.
•

The open-ended questions are intended to obtain your personal experience and
perceptions.

•

Would you give me permission to tape the interview?

•

Do you have any questions before we begin?

•

Begin interview with question #1; follow through to final question. Follow up
with additional questions.

•

End interview sequence; discuss member-checking with participant(s). Thank the
participant(s) for their part in the study. Reiterate contact numbers for follow up
questions and concerns from participants.

•

End protocol.

